I;? Configuring iSupport® CMDB Functionality

Configuration Management functionality is included if you have the Service Desk edition. iSupport's Configuration
Management Database (CMDB) functionality tracks the assets, services, and other resources that are crucial to your
organization’s operation and the relationships between these components. To create your CMDB, you'll create
configuration items (Cls) for the resources you want to track and define the relationships between Cls. Because
CMDB functionality is highly configurable, it is useful to chart the resources you wish to track, the relationships
between them, and the status labels that could apply. See “CMDB Hierarchy Example” on page 3 for step-by-step
instructions on creating an example hierarchy of configuration items.
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Configuration Overview

Basic Configuration

« Enable/disable CMDB functionality and set up CMDB types in Feature Basics to classify Cls and define the custom
status fields, optional/custom fields, notifications, relationships available, and maintenance/warranty
information for those types. See “Configuring CMDB Types” on page 7. You can create and assign custom entry
layouts with configuration types.

+ Set up configuration item relationships between Cls. See “Configuring CMDB Relationships” on page 16 for
more information.

* You can associate existing assets, companies, customers, support representative profiles, customer groups,
and support representative groups for views, reports, and correspondence. Enable associated items via the
CMDB Type screen if you wish to:

- Automatically create configuration items for existing asset, company, customer, support representative
profile, or members of a customer group or support representative group.
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- Synchronize customer and support representative group relationships.

- Utilize the data on an asset, company, customer, support representative profile, customer group, or support
representative group for views, reports, and correspondence. For example, if a group is included on an
associated asset record, you can send a correspondence to that group from the Configuration Item screen.

- View and open related asset records and perform asset scans on non-Windows SNMP-enabled devices in
your network, computers with Windows 98 and above, or any other WMI-compliant machine (WMI must be
installed and active).

You can configure CMDB groups to define and associate a collection of Cls for access, views, and reports. See
“Creating CMDB Groups” on page 17.

Creating and Managing Configuration Iltems

You can manually create configuration items in the Configuration Iltem entry screen. See “Using the iSupport®
Configuration Item Screen” on page 60.

You can use the Data Source Integration screen to import Cl records from one or more Microsoft SQL Server
source databases into iSupport's CMDB database, and synchronize with those source databases on an interval
basis. See “Using the Data Source Integration Feature” on page 18.

You can use the Configuration Item Auto Create agent to automatically create a Cl record for each Asset,
Customer, Company, and or Support Representative Profile record that is not already associated with a Cl. See
“Creating Configuration Items Automatically” on page 43.

You can use the Generate QR code option in the toolbar to generate a QR code that contains a link that will
display information about the record. You can also use the QR code to add a configuration item to an incident,
problem, or change via the mobile interface, but note that the QR code reader option for selecting a
configuration item in the HTML5 mobile interface will be hidden if using an Android device.

Optional Customization

You can use the Layouts screen to create layouts with fields and tabs that are specific to your company, and
assign different layouts to configuration item types via the Types screen. See “Configuring Screen Layouts” on
page 30.

Go to the Options and Tools | Customize | Custom Fields screen to set up global custom fields for configuration
items. See “Configuring Custom Fields” on page 23.

Go to the Options and Tools | Customize | Custom Status Labels screen to define labels for status levels that
can be assigned to configuration items. The associated labels will appear for selection when a type is selected in
the Configuration Item entry screen. See “Configuring Custom Status Labels for Configuration Items” on page 42.

Enable and customize notifications for Cl-related events such as record saves, work history updates, status
changes, and maintenance, warranty, and lease expiration. You can use or modify iSupport’s default

notifications or create new notifications. Use an Others to Notify list in correspondence and notifications to
keep those not directly involved in the process in the loop. See the online help for configuration information.
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CMDB Hierarchy Example

The steps below contain information on creating the simple CMDB hierarchy shown below.
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The CMDB types, relationships, and status labels you'll create are shown below. Use CMDB types to classify similar
configuration items. You'll specify the optional and custom fields to display when the type is selected in the
Configuration Item entry screen as well as the notifications, relationships available, and maintenance/warranty
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information. You'll also create and assign custom status labels such as Active and Retired to designate the status of a
configuration item.

Type: Server
Relationship associated withthis type: Installed On, Fails Cwver To
Status labels agsociated with this type: Active, Retired

L!! L!_-

e Arm | Ratian e B Cary
Cl: Application Server Cl: Backup Server Type: Software
Relationship associated withthis type: Installed On, Accesses
Status labels agsociated with this type: Active, Retired

e

S

4

CI: Email Softw
Type: Workstation mall=aitware

Relationships associated withthis type: Accesses, ConnecisTo
status labels associated with this type: Active, Retired

A A

Cl: Barry White Workstation Cl: Stewe Johnsaon Waorkstation

Type: Person

Relationship associated withthis type: Uses
Status labels associated with this type: Staff, Customer

82, 8

Cl: Rep Barry White Cl: Customer Steve Johnson

1 Usethe Options and Tools | Customize | Custom Status Labels screen to define labels for status levels that can
be assigned to configuration items. Labels in this example: Active, Retired, Staff, Customer.

2 Use the Configuration Management | Relationship tab in Core Settings | Feature Basics to define relationships
between Cls. Relationships in this example: Fails Over To/Supports Fail Over, Installed On/Contains, Accesses/
Accessed By, Connects To/Connected To, Uses/Used By.

3 Use the Configuration Management | Relationship tab in Core Settings | Feature Basics to define configuration
item types for classifying Cls and defining the optional/custom fields and relationships available. Types in this
example: Server, Software, Workstation, Person. For each type, select the Status checkbox in the Optional Fields
section to display the Statuses tab and add the labels listed in the diagram above, and then select the
Relationships tab and add relationships listed above.

4 Create the following configuration items via the Configuration Item screen (accessed via the Desktop Create
menu): Application Server, Backup Server, Email Software, Rep Barry White, Customer Steve Johnson, Barry
White Workstation, and Steve Johnson Workstation configuration items. Be sure to select the applicable type as
shown in the diagram above. Don't complete the Relationships tab; you'll add the relationships in step 5.

5 Add a Configuration Item view to a dashboard on the Desktop. Following the steps below, use the Configuration
Item screen to add relationships between configuration items as shown in the diagram at the beginning of this
section. Start at the bottom of the diagram and work your way up.

a Openthe Rep Barry White Cl record; on the Relationships tab, click Add, select Uses, and then select the Barry
White Workstation Cl. Save and close the window.

b Open the Customer Steve Johnson Cl record; on the Relationships tab, click Add, select Uses, and then select
the Steve Johnson Workstation Cl. Save and close the window.
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c Open the Barry White Workstation Cl; on the Relationships tab, click Add, select Connects To, and then select
the Steve Johnson Workstation Cl. Click Add, select Accessed By-Accesses, and then select the Email Software
Cl. Save and close the window.

d Open the Steve Johnson Workstation Cl; on the Relationships tab, click Add, select Accessed By-Accesses, and
then select the Email Software Cl. Save and close the window.

e Open the Email Software Cl; on the Relationships tab, click Add, select Installed On, and then select the
Application Server Cl. Save and close the window.

f  Open the Application Server Cl; on the Relationships tab, click Add, select Fails Over To, and then select the
Backup Server Cl. Save and close the window.

6 Toview the relationships, add the CMDB Relationship Viewer to a Desktop dashboard as shown below. Click on
an item to display related items below it.

Cl Relaticnship Viewer

Configuration Item: Barry White Workstation ~

Legend

- Accessed By
- Connects To

F,

Rep Barr...

‘u-luluuunnuun

Control Panel L |

Depth: 3 Barry Whi...

Types: Perzon
Software

[#] Workstation - |
-
Acti : = e
ions: m Foom T Steve joh...

m

7 Associate a configuration item with an incident. In the example below, customer Steve Johnson cannot access
email; an incident is created with that customer and the Email Software configuration item is added to the
Configuration Items tab.

Configuration kems

Add Remove
W Mame « Cipen wark ltems
[] Email Software Software Ml
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You can associate a configuration item with an incident, problem, or change, and then click on the link to display the
Configuration Item screen for viewing details and relationships with other items.

Configuration ltem

H l'i:l’ l’fr:!,' @ lﬁ] A'}\ znerate OF Code J:.;j

[FAdd History
Save Saveand Exit Saweand Logout Print Delete  FontSize Counters Mew Mesting
- - JCorespondance
Fil= Display Actons Meetings
Mame 5] Laptop Type Workstation Source Direct Entry

Dietails History Custom Fields Others To Mofify Groups Relationships Attachments

Location Headquarters Wendaor LBLSoft @ Crwner Unassigned
Maintenance [ | 12/1/2023 ¥ Siztus Bckive ¥ Hours of Oparation

2477
Warranty & | 12/21/2023 X Lease B | 12172022 X

Aszsocisted PC 14
Item
Comments

Basic configuration installed.

Diescription

Workstation used by Steve Johnson when in the office.
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Configuring CMDB Types

Use the Configuration Management | Configuration Types tab in Core Settings | Feature Basics to configure types for
classifying configuration items. Several predefined types are included in iSupport, but you can rename or create any
type applicable to your environment such as Device, Data Store, People, Service, Documents, Software, or Locations.

E 3
Health Insurance Forms Due on Friday e’ 1 Barry (In)

Desktop [ Configuration [ Core Settings [ Basics

Enable Features Types Relationships Agents

Asset Management

H : Search...
R — Configuration Item

| copramrsene: > [
Configuration Management >

Incident Management

Create Delete Show Pending Deletion
Knowledge Management

Mame ¥
Opportunity Management
-
Problem Management - Cell Phone
]
Purchasing | ol
] Printer

Service Contract Management

Use the Show Pending Deletion link to display records that have been deleted by an iSupport user but are retained in
the system because of references to other records (incidents, correspondence, etc.) The Database Maintenance
agent ultimately removes these records.
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Use the Basics tab to specify the optional and custom fields to display when the configuration type is selected in the
Configuration Item entry screen, the image to appear when Cls of this type appear in the Relationship Viewer, and
associated item settings.

Deskiop | Configuration [ Core Seltings [ Basics

Custom Fields Layout Waorkstation Layout Y + &
Maintenance Warranty/Leass
Require Work History on Save Qn m
Relationships
Default Image for Relationship Viewer
Stabuses
] Choose
Notifications
Optional Fields ¥ Hours of Opperation ™ Owner ¥ Vendar
¥| Location ¥ Skt ¥ Maintenance
*| Warranty # Leass Comments
Default Status Active Y * | #

Associated Item Settings

Uise Associated Ttems m off
Require Associated Item on Save On E
Documents bo use as Associated Items ¥ Bzsst Connpany
Customer Support Representative

Customer Group Support Representative Group

Name - Enter a name for the CMDB type.

Layout - Select the layout containing the fields and tabs that will display when the type is selected in the
Configuration Item screen. Configuration item layouts are configured in the Layouts configuration screen; see
“Configuring Screen Layouts” on page 30 for more information. If None is selected in this field, the layout designated
as default in the Layouts screen will be used when a Configuration Item record of this type is created.

Require Work History on Save - Select Yes to require an entry in the Work History field before records of this type
can be saved.

Default Image for Relationship Viewer - Select an image to designate records of this type in the Relationship
Viewer. You can select an image included by default in iSupport or click the Add New Image link to select your own
image. The image will appear as an 80x80 pixel thumbnail.

Use Associated Items - Enable associated items if you wish to:

+ Automatically create configuration items for existing asset, company, customer, support representative profile,
or members of a customer group or support representative group.

+ Synchronize customer and support representative group relationships.

« Utilize the data on an asset, company, customer, support representative profile, customer group, or support
representative group for views, reports, and correspondence. For example, if a group is included on an
associated asset record, you can send a correspondence to that group from the Configuration Item screen.

If associated items are enabled for a CMDB type (via the CMDB Types screen), the Associated Item link appears when
the type is selected in the Configuration Item screen for associating an asset, company, customer, support
representative profile, customer group, or support representative group.

Require Associated Item on Save - If associated items are enabled, select Yes to require a selection in the
Associated Item field in the Configuration Item screen before a record of this type can be saved.
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Documents to Use as Associated Items Asset/Company/Customer/Support Representative/Customer Group/
Support Representative Group - If associated items are enabled, select the type of record or group to appear for
selection in the Configuration Item screen when the Associated Item link is clicked.

If you will be automatically creating, importing, or synchronizing configuration items for asset, company, customer,
support representative profile records or members of a customer group or support representative group, select the
type of record to create/synchronize.

Entering Optional and Custom Fields

You can set up custom fields and optional fields such as Owner and Location to display when this type is selected in
the Configuration Item screen. These fields can be used with view, report, and correspondence functionality.

Details Tab in the Configuration Item Screen

1 1 - W . [EE i Srevious
H i'lE:} EG E-] Ij‘ A :Fcu"utSzE [ enerate OF Code J-;J Evious
#|Counters - F;ﬂ.dc History W llext
Save Saveand Exit Saweand Logout Print Delete : . Mew Mesting
fICarrespondence
File Cisplay Actons Maetings Mavigation

Name: Laptop - Windows Type: Workstation E|

Source: Direct Entry

Cetails History Custom Fields Others To Motify Groups Relationships Attschments

Crwner: Steve Johnson €% Vendor: Office Supply Depot €%

Associated ltem: Laptop 1

Location: Building A Status: Active E|
Maintenance: | 7/28/2015
Wamranty: Ti28/2015 i Lease: Ti28/2015

m

Hours of Operation:

247

Comments:
I I I
Set up in the Optional Fields section in the CMDB Type screen

Hours of Operation - Enables selection of either 24/7 or one or more designated days/times. Note that this is not
related to the Hours of Operation definitions configured via the Global Settings menu.

Owner - Enables selection of a customer or support representative.

Maintenance - Enables display of the Maintenance/Warranty/Lease tab and configuration of expiration
notifications.

Warranty - Enables display of the Maintenance/Warranty/Lease tab and configuration of expiration notifications.
Lease - Enables display of the Maintenance/Warranty/Lease tab and configuration of expiration notifications.

Vendor - Enables selection from a list of customers, support representatives, or companies that have been
designated as vendors in iSupport.

Location - Enables entry of a location. This field is not affiliated with iSupport’s Location functionality that is used
with location-based routing.

Comment - Enables display of a Comment field.
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Status/Default Status - Enables display of the Statuses tab, on which you can select the predefined custom status
labels that will be available in the Configuration Item screen. Once those status labels are selected, you can select the
default status to appear in the Configuration Item screen when the type is selected. Use the *+ Create New and #

View/Edit options to access the Custom Status Label screen.

Use the Custom Fields section on the CMDB Type screen to define the fields that will display on the Custom tab in the
Configuration Item screen when this type is selected. The custom fields will display as shown in the example below in
the Configuration Item screen. Custom fields for a CMDB type will display below any global custom CMDB fields.

Custom Fields in the Configuration Item Screen

Set up via the Custom Fields tab in the Type screen Global cu_stom field set up via the Configuration Item tab in the
Custom Fields screen
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Configuring Maintenance, Warranty, and Lease Notifications

If the Maintenance, Warranty, and/or Lease optional fields are enabled for the type, use the Maintenance/Warranty/
Lease tab to set up notifications associated with expiration dates. Expiration notifications are enabled on the
Notifications tab.

Track Maintenance Information ﬂ Off

Number of Days After Creation to Default 355
Maintenance Expiration Date

Whe to Motify of Maintenance Expiration B owner [ Other
Email Addresses of Other Recipients

Number of Days Prior to Maintenance Expiration to 1
Send Reminder

Track Warranty Information ﬂ Off

Number of Days After Creation to Default
Warranty Expiration Date

[¥¥]
L
m

Who to Notify of Warranty Expiration B owner [ Other
Email Addresses of Other Recipients

Number of Days Prior to Warranty Expiration to 1
Send Reminder

Track Lease Information ﬂ Off

Number of Days After Creation to Default Lease
Expiration Date

L
i
[La}

Who to Motify of Lease Expiration M owner [ Other

Email Addresses of Other Recipients

Number of Days Prior to Lease Expiration to Send 1
Reminder

Track Maintenance Information - Select Yes to enable maintenance notification functionality for configuration
items of this type. Use the Notifications tab to designate the recipients and notifications to be sent on the schedule
of the Configuration Item Reminder agent.

Who to Notify of Maintenance Expiration/Email Addresses of Other Recipients - If tracking maintenance
information, select the person to whom the maintenance expiration reminder email should be sent.

+ If Owner is selected on the Basics tab, select Owner to send the maintenance reminder email to the owner
assigned to the configuration item (in the Configuration Item entry screen). The notification will contain
configuration item details (for example, the name, type, and expiration date.)

+ Select Other to send the maintenance expiration reminder to someone other than the owner. In the Email
Addresses of Other Recipients field, enter the email address of this person. The notification will contain a link to
the Configuration Item record.

Number of Days After Creation to Default Maintenance Expiration Date - Enter the number of days after a
Configuration Item record of this type is created to display as default for the maintenance expiration date.
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Number of Days Prior to Maintenance Expiration to Send Reminder - Enter the number of days before the
expiration date in which the maintenance notification should be sent.

Track Warranty Information - Select Yes to enable warranty notification functionality, which sends notifications
when a warranty expiration date is near. Use the Notifications tab to designate the recipients and notifications to be
sent on the schedule of the Configuration Item Reminder agent.

Who to Notify of Warranty Expiration/Email Addresses of Other Recipients - If tracking warranty information,
select the person to whom the warranty expiration reminder email should be sent.

« If Owner is selected on the Basics tab, select Owner to send the warranty reminder email to the owner assigned
to the Cl (in the Cl entry screen).

« Select Other to send the warranty expiration reminder to someone other than the owner. In the Email Addresses
of Other Recipients field, enter the email address of this person.

Number of Days After Creation to Default Warranty Expiration Date - Enter the number of days after the Cl
record is created to display as default for the warranty expiration date.

Number of Days Prior to Warranty Expiration to Send Reminder - Enter the number of days before the expiration
date in which the warranty notification should be sent.

Track Lease Information - Select Yes to enable lease notification functionality for configuration items of this type.

Who to Notify of Lease Expiration/Email Addresses of Other Recipients - If tracking lease information, select the
person to whom the lease expiration reminder email should be sent. Use the Notifications tab to designate the
recipients and notifications to be sent on the schedule of the Configuration Item Reminder agent in the Agents
screen.

+ If Owner is selected on the Basics tab, select Owner to send the lease reminder email to the owner assigned to
the configuration item (in the Configuration Item entry screen). The notification will contain configuration item
details (for example, the name, type, and expiration date.)

+ Select Other to send the lease expiration reminder to someone other than the owner. In the Email Addresses of
Other Recipients field, enter the email address of this person. The notification will contain a link to the
Configuration Item record.

Number of Days After Creation to Default Lease Expiration Date - Enter the number of days after a
Configuration Item record of this type is created to display as default for the lease expiration date.

Number of Days Prior to Lease Expiration to Send Reminder - Enter the number of days before the expiration
date in which the lease notification should be sent.
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Scheduling the Configuration Item Reminder Agent

If you enabled maintenance, warranty, and/or lease expiration functionality, enable the Configuration Item Reminder
agent in the Agents screen. You can use the Statuses to Exclude setting to select the statuses of the configuration
items to exclude when Cl searches on work items are performed.

Desktop | Configuration [ Core Seftings [ Basics

Enable Features Types Relationships Apents

Asset Management

Statuses to Active
Changs Management Exclude Custormer
Festired
Staff

Configuration

Management )

Configuration Item Reminder Agent

This agent sands notifications to the individuals specified in the Configuration Item screen,
basad on the specified numbsar of days pricr to the wamanty, maintenance or leass
expiration date.

Incident Managenment

Knowledge
Management

Opportunity Enable E Ho m

Management

Time Agent Should Run 12:00 AM w

Prablem Management Each Day

Associating Relationships with a CMDB Type

Use the Relationships tab to add all of the predefined relationships available for use with Cls of the specified type.
For example, you could utilize a relationship called “Uses” to designate the relationship between a support
representative Cl and a software Cl.

Add Foe rr e
[] Mame Corresponding Mame Pozition
Create
[0 Mamea Corresponding Mame
Accesses Accessed By
& Connects To Connected Ta
[ Fails Cver To Suppports Fail Ower
[0 Installed On Contzins
[0 uses Uszed By

Assigning Statuses

If Status is selected on the Basics tab, use the Statuses tab to associate status labels with the specified type. Select
Create to use the Custom Status Labels screen to define these status labels. These status labels are different from
other status labels in iSupport in that there are no fixed status levels; you can modify or delete any of the status
labels included by default as well as enter new ones. The associated labels will appear for selection when a type is
selected in the Configuration Item entry screen. Note you must have at least one custom status label.
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In addition to status labels such as Active and Retired, you can create status labels to designate stages in the life cycle
of a configuration item; for example, Designed, Ordered, Under Development, In Test, Implemented, In Production,
and Under Maintenance.

Create Add Remowe
Label Fosition =
[ Label «

Aictive

Retirad

Staff

] custonner
B
O

Configuring Notifications for Configuration Item Events

Use the fields on the CMDB Types | Notifications tab to select notifications to be sent when a configuration item is
initially saved or when the status changes or work history is added. You can select no notification, the default
notification, or use the + Create New and # View/Edit options to access the Custom Notifications screen.

=| Motification Event and Recipient Mapping

=] Initial Save

Owner: isupport Default vi

Vendor: |iSupport Default v
| .- Others to Notify: [No Notification v
+,r Status Changed

+} Work History Added
tr Maintenance Expiration Reminder
tr Warranty Expiration Reminder

i_,-- Leass Expiration Reminder

Initial Save - Select the recipients and notifications to be sent when a Configuration Item record is initially saved. The
notifications will be sent on the schedule of the Configuration Item Reminder agent. The notifications will be sent on
the schedule of the Notification agent (enabled via the Options and Tools | Administer | Agents screen).

Status Changed - Select the recipients and notifications to be sent when a selection is made in the Status field in the
Configuration Item screen.

Work History Added - Select the recipients and notifications to be sent when an entry is made in the Work History
field in the Configuration Item screen and the record is saved.

Maintenance Expiration Reminder - Select the recipients and notifications to be sent according to the settings on
the Maintenance/Warranty/Lease tab. The natifications will be sent on the schedule of the Configuration Item
Reminder agent (enabled via the Configuration Management | Agents tab in the Feature Basics screen).

Warranty Expiration Reminder - Select the recipients and notifications to be sent according to the settings on the
Maintenance/Warranty/Lease tab. The notifications will be sent on the schedule of the Configuration Item Reminder
agent (enabled via the Configuration Management | Agents tab in the Feature Basics screen).
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Lease Expiration Reminder - Select the recipients and notifications to be sent according to the settings on the
Maintenance/Warranty/Lease tab. The notifications will be sent on the schedule of the Configuration Item Reminder
agent (enabled via the Configuration Management | Agents tab in the Feature Basics screen).
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Configuring CMDB Relationships

Use the Configuration Management | Relationships tab in the Feature Basics screen to define relationships between
Cls; for example, Runs On, Hosts, Connects To, Manages, Located At, Relies On, Used By, Backed Up To, or Custom.
Use the Line Style and Line Color fields to define the appearance of relationships in the Relationship Viewer that can
be displayed on a Desktop tab or the Relationships tab in the Configuration Item screen.

Hame Uses Corresponding Used By
Name
Line Styl Dotted hd
ine Style e Line Style Dotted
Line Color
- Line Color H -

Preview T .

’ Praview

tem A

m ltern B

S
oo 8 CE—

i

Iterm &

Name - Enter the name for one end of the relationship between two configuration items.
Corresponding Name - Enter the name for the other end of the relationship between two configuration items.
Line Color - Select a color for the line designating the relationship. The selected color will appear in the Preview area.

Line Style - Select a style for the line designating the relationship in the Relationship Viewer: Solid, Dotted, Dashed,
or Double. The selected style will appear in the Preview area.

Use the Assignment tab to assign CMDB types to the relationship. The Not Assigned field includes predefined CMDB
types; select the =* right arrow to assign a type to the relationship. To unassign a type, select the type under
Assigned to These Types and select the # left arrow. Note that each CMDB type must be associated with at least
one relationship.

Mot Assigned Assigned to These Types

Company Person
Sender

Software

Workstation

* Denotes a configuration item type that cannot be disassociated with this relationship because there are no
other associzted relstionships defined

iSupport Software
Page 16



Creating CMDB Groups

Use the Configuration Management tab in the Core Settings | Groups screen to define and associate a collection of
Cls for access, views, and reports. You can utilize iSupport's Group Access functionality to restrict access and display
of a configuration item to members of a support representative group. To assign a configuration item to a group, you
can use the Membership tab in this screen or on the Groups tab in the Cl entry screen. Enter the name and
description of the group on the Details tab.

Name Workstation Upgrade Project

Memberszhip Description Upgrading O5 to El Capitan

Group Access

Use the Membership tab to include configuration items in the group.

Add Remowve

[] MName « Type

[] Barry White Workstation Workstation
[] &Steve Johnson Workstation Workstation

Use the Group Access tab to restrict access to Cls in the group to members of support representative groups. Click
the Add link to select the groups. After saving, Cls in the group will be available only to members of the selected
support representative groups. Note that group access permissions only restrict the ability to open a record (unless a
group member is an owner); group access does not filter display of data in views, charts, and reports.

Restricted to the following groups:
Details
Add Remuaove

Membership Add Group Access
| | Select Support Rep Groups:
SIECTotpRaATt ReR Lretps

[] MName « Description
ﬁ} Administrators Administrators group created during application install.
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Using the Data Source Integration Feature

Use the Data Source Integration feature to perform a scheduled one-way synchronization between a specified
Microsoft SQL Server database and the corresponding table in iSupport. If utilizing multiple data sources, select the
Order of Precedence link.

To get started, click the Create link in the Options and Tools | Integrate | Data Source Integration screen.

Mame a Type Active Source Synced Record Types
Domino D a Cu
LOWF Sour LOAP s Custo
fain AD Sync hctive Directory LCWAP-f 30 o Customers
licro CRA licrosoft CRM ag Custo
Select CMDB RDB, the data source type.
Create Celete Crder of Precedence
Shared
are Type Active Source

Active Directory

LOAP

Customer

Dominge Directory
Microsoft CRM
Customer RDB
Accet

Azzet RDB

CHMDB

CMDE RDB

You'll enter a connection string and SQL query, and then click the Test Connection button to display columns in the
source database on the Field Mappings tab for specific field mapping options. You can schedule synchronization to
occur on an interval basis. If a matching field exists in the source database, the record will be updated in iSupport.
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Use the Basics tab to specify the connection string, SQL query, authentication information, and synchronization
interval.

Desktop !/ Configuration / Options and Toels / Integrate / Data Source Integration

Field Mappings Connection String serversserveroo. com database=active_Cls; trusted connection=yes

Synchronization

5CQL Query select * from RDBCMDBSource
Authentication Windows
Username H220AdmIn
Password T

Test Connection

Active ﬂ i

Synchronization 15 minutes E|
Interval

— Sl:fn - m

Name - Enter a name for the SQL Server source definition. This name will appear in the list of integration definitions
and in the Source field in the associated Cl record.

Connection String - Enter the connection string for accessing the source database.

SQL Query - Enter the SQL query string for accessing the SQL columns in the source database. Click the Test Query
button to populate the SQL Columns field on the Field Mappings tab.

Authentication/Username/Password - Select the type of authentication to be used to access the source SQL
Server database: Windows Authentication or SQL Server Authentication. If using SQL Server authentication, enter
the user name and password for accessing the server. If using Windows Authentication, the database must have
both of the iSupport user IDs listed, with the db_owner and public roles.

Active - Select Yes to enable the agent that updates the records in iSupport with the information in the SQL source
database.

Synchronization Interval - Select the number of minutes in the interval for the synchronization to be performed.
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Specifying Field Mappings

When the query connection is successful, use the Field Mappings tab to specify options for mapping the fields in the
source database to the fields in the corresponding iSupport table.

Desktop / Configuration / Options and Tools / Integrate / Data Souwrce Integration

Refresh Columns

Basics
. . Name Column from Source Database NAME E|
Field Mappings >
Synchronization Attempt Type Mapping Off
Type Column from Source Database ID_TYPE El
Create New Type if Mapping Fails OFF
Default Type Workstation E| + ra
Attempt Status Mapping ﬂ Off
Status Column from Source Database Select Column E|
Create New Status if Mapping Fails H Off
Default Status if Mapping or Create Active E| + ra
Fails
Attempt Crwner Mapping on OFf
Crwwner Type Customer Support Representative
Crwvner First Mame Column from NAME B
Source Database
Crwvner Last Hame Column from Select Column E|
Source Database
Craener Email Column from Source Select Column El
Database
Create New Customer Profile if on H
Mapping Fails
Default Crarner Bamy White Clear

Name Column from Source Database - Select the name column in the SQL database that contains the data to be
synchronized.

Attempt Type Mapping - Select:
+ On to specify the type column in the source database for mapping to the iSupport type.

Type Column from Source Database - Select the column in the source database to be used for mapping to the
iSupport type.

Create New Type if Mapping Fails - Select On to, if the value in the specified type column in the source database
does not match, create a new CMDB type and assign it to the record.
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Default Type if Mapping or Create Fails - Select the predefined iSupport CMDB type to assign if:
+ No type is found on a record.

+ The selected Type column contains any NULLs or empty strings for values for the mapped type.
Use the + Create New and # View/Edit options to access the Configuration ltem Type screen.

Off to assign the predefined iSupport CMDB type in the Default Type field as the CMDB type for all synchronized
records.

Default Type - If Off was selected in the Attempt Type Mapping field, select the predefined iSupport type to
assign to all synchronized Cl records. Use the + Create New and # View/Edit options to access the
Configuration Item Type screen.

Attempt Status Mapping - Select:

On to specify the status column in the source database for mapping to the iSupport status.

Status Column from Source Database - Select the column in the source database to be used for mapping to the
status in iSupport.

Create New Status if Mapping Fails - Select On to, if the value in the specified status column in the source
database does not match, create a new CMDB status and assign it to the record.

Default Status if Mapping or Create Fails - Select the predefined iSupport CMDB status to assign if the status
value in the source does not match or if a new Cl status cannot be created. Use the + Create New and # View/
Edit options to access the Configuration Item Status screen.

Off to assign the predefined iSupport CMDB status in the Default Status field as the CMDB status for all
synchronized Cl records.

Default Status - If Off was selected in the Attempt Status Mapping field, select the predefined iSupport status to
assign to all synchronized Cl records. Use the + Create New and # View/Edit options to access the
Configuration Item Status screen.

Attempt Owner Mapping - Select:

On to specify the names of the owner First Name, Last Name, and Email columns in the source database and
search for a matching customer or support representative in iSupport.

Off to assign a predefined iSupport customer or support representative (depending on what is selected in the
Owner Type field) as the CMDB owner for all synchronized records.

Owner Type -- Select:
+ Customer to specify the owner column in the source database for mapping to the iSupport owner.

+ Support Representative to specify the owner column in the source database for mapping to the iSupport
owner.

Owner First Name Column from Source Database - If On was selected in the Attempt Owner Mapping field,
select the owner first name column in the source database to be used in the search for a matching iSupport
customer or support representative (depending on what is selected in the Owner Type field).

Owner Last Name Column from Source Database - If On was selected in the Attempt Owner Mapping field,
select the owner last name column in the source database to be used in the search for a matching iSupport
customer or support representative (depending on what is selected in the Owner Type field).

Owner Email Column from Source Database - If On was selected in the Attempt Owner Mapping field, select
the owner email column in the source database to be used in the search for a matching iSupport customer or
support representative (depending on what is selected in the Owner Type field).

Create New Customer Profile if Mapping Fails - Select:
+ Onto create a new Customer Profile record if a value in the source database does not match.

+ Off to assign the customer in the Default Owner field as the owner of all synchronized Cl records.
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Default Owner - Select the iSupport customer or support representative to assign as the owner for
synchronized records if no owner mapping was attempted or Off was selected in the Create New Customer
Profile if Mapping Fails field,

When you make an entry in the Connection String and SQL Query fields on the Basics tab and click the Test Query
button or Refresh Columns link, the SQL Columns section will be populated with the names of the columns in the
source database. The iSupport Columns field contains iSupport's CMDB fields. To map a field, select a field in the SQL
Columns field and the corresponding field in the iSupport Columns field. Then click the =¥ button. The associated
fields display under Mapping. To remove an entry from the Mapping section, select the entry and click the 4
button.

Use the Custom Fields tab to map fields in the source database to the custom fields set up for both CMDB types and
the CMDB entry screen. Click Save to save your selections. The synchronization will occur when the Sync button is
clicked and/or on the interval set in the Synchronization Interval field on the Basics tab.

Selecting Fields for Synchronization
Use the Synchronization tab to synchronize iSupport’'s CMDB fields with fields in a Microsoft SQL Server source

database; you'll select the mapped fields to be evaluated when the synchronization occurs. If a matching field exists
in the source database, the record will be updated in iSupport.

Desktop / Configuration / Options and Tools / Integrate / Data Source Integration

Select the mapped fields to be evaluated when the synchronization ococurs. If a selected
matching field exists in the source database, the record will be updated in iSupport’s
database. If no selected matching fields exist, a new record will be oeated.

Basics

Field Mappings

.. NEI‘I‘IEI:‘ Location D Maintenance End Date
Synchronization >
|:| Type Status

Lease End Date

D-.'.'HED Wamanty End Dst Synchronization Key
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Configuring Custom Fields

To define fields for entering information specific to your company, go to Options and Tools | Customize | Custom
Fields. An unlimited number of text, keyword, hyperlink, date, selection, and date/time fields can be defined. You can
do the following with custom fields:

* Require custom fields to be completed before a work item is saved and/or closed

« Configure display based on defined conditions, and pull from a data source

* Map to a SQL data source and populate and synchronize options for list-type custom fields
+ Userules to set a custom field value

« Configure custom fields to appear when an associated asset type, CMDB type, cost center, or category is
selected; you can control display of these additionally defined fields in screen layouts. Note that all custom fields
that have met any conditional display conditions will be created upon mySupport work item submission
regardless of whether they are included on a mySupport submission layout.

Desktop | Configuration | Options and Tooks | Customize /| Incdent Custom Fields

my Support Access Labal Sarver 05
Conditional Display
Opkions Tooltip Sarver Operating System y
Required on Save Qan m
Required on Close an m
Available to Reps m off
Encrypt QOn m
Type Check Bax v
Data Source Maone i+
Options o Windows
Mac z ©
Orther
Max Columns 2

Row - Enter the row number for the position of the field. Row one will be the first field, row two will be located under
the first field, and so on.

Label - Enter the label for the custom field.
Tooltip - Enter the text to display when a user hovers over the field with the cursor.

Required on Save - Select On to require the field to be completed before the record can be saved. Note: If an
inbound email rule uses an auto-close incident template and a required custom field does not have a default value,
the required custom field will not have a value in the closed incident.

Required on Close - Select On to require the field to be completed before a Closed status can be selected in a work
item.

Available to Reps - Select Off to prevent support representatives from editing the field. (However, rules can change
field values.)
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Encrypt - If your business has a specific mandate regarding column level encryption and you are already using
'database at rest' encryption, send a request to iSupport’s Technical Support department for a feature unlock code.

Type - Select the format of the field. Note that for list-type fields (Checkbox, Multiple Selection List Box, Radio Button,
Single Selection Drop-Down, and Type Ahead) you can map to a SQL data source and populate and synchronize
options for a field; see “Pulling From a Data Source” on page 28 for more information.

A Check Box field enables multiple selections; use the Max Columns field to enter the number of check boxes to
appear before a scroll bar is used.

A Currency field displays a dollar sign next to the field and allows entry of the numbers 0 through 9, a decimal
point, and two values after the decimal point. The dollar sign symbol that precedes a currency custom field is
controlled by the server's default language, but you can override it via a setting in the web.config file (located in
the directories in which the Desktop, mySupport portal, and Survey functionality are installed). The following tag
in the web.config file defines globalization settings: <globalization requestEncoding="utf-8"
responseEncoding="utf-8"/>

You can add a culture/language name setting to this tag to override the currency symbol; in the example below,
culture="en-GB" was added to change the dollar sign symbol to the English (United Kingdom) pound symbol.
<globalization requestEncoding="utf-8" responseEncoding="utf-8" culture="en-GB"/>

Note that the settings in the web.config file should be updated only as directed (via this guide or iSupport
Technical Support); failure to do so may result in data loss or corruption. See http://msdn2.microsoft.com/en-us/
library/system.globalization.cultureinfo.aspx for more information on defined culture settings.

A Date field enables entry or selection of a date in MM/DD/YY format; a Date Time field enables entry or
selection of a date (MM/DD/YY) and time. To disable manual entry in Date and Date Time fields and require the
user to select from the calendar popup, select Yes in the Disable Manual Entry of Date Time Custom Fields field
on the Advanced tab in the Custom Fields list screen.

A Hyperlink field enables you to specify default text and a URL to appear in the field; the user can change those
entries. You can also leave the field blank and allow the user to enter the default text and URL.

A Label Only field does not display a value option; you can use it as a section header to group custom fields.

A Multiple Selection List Box field enables the user to select multiple entries in a list. Use the Max Rows field to
enter the number of selections to appear before a scroll bar is used.

A Number Only field enables entry of the numbers 0 through 9 and a decimal point.

A Radio Button field enables only one selection; use the Max Columns field to enter the number of radio
buttons to appear before a scroll bar is used.

A Single Selection Drop-Down field enables selection of one item in a list.
A Text Area field enables text characters to be entered in a resizable field.
A Text field enables text to be entered in a one-line field.

A Type Ahead field initiates a search of matching options after a few characters are typed. This custom field type
is only used for fields that are linked with a data source.
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Examples are shown below.

Check Box # Option 1 # Option 2 Option 3 Date Field B 03082019
Fadio Button O =2 Mo | don't know Date/Time Field | @ | 03/07/2019 3:27:00
Text Area single Option 1 r
Selection Drop-
Down
P f'.'1u|ti|_'l|.E . Option 1
Text Field gefﬂ'ﬂn List  option 2
o Option 3
Currency Cnly $ 123 . : , . -
Hyperlink iSupport's Web Site - Edit
Mumber Cnly 123

Options - This field displays when creating a radio button, checkbox, multiple selection list box, or single selection
drop-down. Enter or paste items into this field; separate each value with a comma or return and select ¥ Commit
Items when finished. Select items to specify defaults and drag items to change the order. Options can be populated
by and synchronized with a SQL data source; see “Pulling From a Data Source” on page 28 for more information.

Default Value - Enter a value to appear as an option in the custom field by default.
« Todisplay the current date, enter @today

+ Todisplay the date a specified number of days after the current date, enter @today+n (where n is the number of
days to add after today's date)

+ Todisplay the date a specified number of days before the current date, enter @today-n (where n is the number
of days to subtract from today's date)

Max Columns/Max Rows - For Check Box and Radio Button type fields, enter the maximum number of columns to
display (the fields will wrap to multiple rows); for a Multiple Selection List Box type field, enter the maximum number
of rows to display (causing a scroll bar to appear).

To delete a custom field, select the row number and then select the Delete link. To delete multiple custom fields,
select the fields and select the Delete link. To edit a custom field, select the label link.

Validation - This field appears for Date, Date/Time, Currency, Text Area, and Text custom fields. Select On to enable
date, date/time, currency, text area, and text custom fields to be validated upon entry (for example, the calendar
picker will only make available valid dates for selection). Enter the parameters that the field will be validated
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against; the parameters will vary depending on the type of field.

- a ,
mySupport Access Label Instzll Date
Conditional Display
Cptions Tooltip Select a date bebwesn one and five -
days after today. o
Required on Save On E
Required on Close On E
Available to Reps u off
Encrypt O E
Type Cate Field v
Default Value EToday+2 [iid
Validation u oF
Date Validation Type Between (Incusive of Valid Startanc ¥
Moke: 0 = today, positive values for futura
dates, negative values for past dates.
Valid Start 1 Days
Valid End 5 Diays

+ Date: The calendar picker will only make available valid dates for selection by the user. Use the Date Validation
Type field to specify the basis for validation and then enter the number of days before or after the current date
on which to make available dates. Use zero as the current date, positive values for future dates, and negative
values for past dates.

Select Start in the Date Validation Type field to ensure that the available dates for selection will be on or after the
specified number of days from the current date. Examples:

+ Ifyou enter -2 in the Valid Start field, the dates available for selection will start two days before the current
date.

+ Ifyou enter 0 in the Valid Start field, the dates available for selection will start on the current date.

+ If you enter 1 in the Valid Start field, the dates available for selection will start one day after the current date.

Select End in the Date Validation Type field to ensure that the available dates for selection will be on or before
the specified number of days from the current date. Examples:

« Ifyou enter -2 in the Valid End field, the dates available for selection will end two days before the current date.
+ Ifyou enter 0 in the Valid End field, the dates available for selection will end on the current date.

+ Ifyou enter 1 in the Valid End field, the dates available for selection will end one day after the current date.

Select Between (Inclusive of Valid Start and Valid End) to ensure that the available dates for selection will be a
range: starting on or after a specified number of days from the current date, and ending on or before a specified
number of days from the current date. (Your entry in the Valid Start field must be less than or equal to the
number of days in the Valid End field.) Examples:

« If you enter -2 in the Valid Start field and 2 in the Valid End field, the dates available for selection will start two
days before the current date and end two days after the current date.

iSupport Software
Page 26



« If you enter 1 in the Valid Start field and 3 in the Valid End field, the dates available for selection will start one
day after the current date and end three days after the current date.

Date Time: The information above applies to this field; use the Validation Start Time and Validation End Time
fields to select available times on the available days for selection.

Currency: Enter a minimum amount in the Min Amount field, a maximum amount in the Max Amount field, or a
minimum and maximum in both fields to specify a range. (Your entry in the Min Amount field must be less than
or equal to the number in the Max Amount field.)

Number Only: Enter a minimum amount in the Min Amount field and a maximum amount in the Max Amount
field; the number the user enters must between the two numbers. (Your entry in the Min Amount field must be
less than or equal to the number in the Max Amount field.)

Text Area/Text: Enter a minimum number of characters in the Min Length field or a maximum number of
characters in the Max Length field. Enter numbers in both fields to specify a range. (Your entry in the Min Length
field must be less than or equal to the number in the Max Length field.)

mySupport Access Options

Available to mySupport - Select On to enable the field to appear on a mySupport portal.

Editable On New Incidents - This field appears if Hyperlink is selected in the Type field on the Basics tab. Select On
to enable the Edit link for Hyperlink-type custom fields on mySupport. Note: On is the default value; when off, the
default text and URL are validated and the Edit link is hidden in mySupport.

Editable On Existing Incidents/Changes - Select On to enable the custom field to be edited by customers with the
mySupport Custom Fields Editor permission. Note that you can use the Allow Edit field in the Configure Field dialog
for custom fields on mySupport display layouts to disable/enable an individual Customer Profile custom field to be
edited by customers with the mySupport Custom Fields Editor permission.

Select mySupport Portals with Access - If the mySupport Access field is enabled, select the predefined mySupport
portal interfaces on which the custom field can appear. Note: If custom fields are associated with more than one
level of a selected category set, the fields for all levels will display.

Desktop f Configuration / Dptions and Tooks [ Customize [ Incdent Custom Fields

Basics Available to mySupport n T
Editable on Mew Incidents n o
E:::‘:::;_al Display Editable on Existing Incidents n o
Select mySupport portals with access Wt s comjuser/
itk /) i com

Setting Advanced Options

Disable Manual Entry of Date Time Custom Fields - Select Yes to require that users only select from the calendar
popup for Date and Date Time custom fields.
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Conditional Display Options

Enable Conditional Display - Select On to enable the Conditional Display Options fields for configuring conditions
on which to base display of the custom field.

Desktop [/ Configuration [ Oplions and Tools / Customize [ Incddent Custom Felds

Basics Enable Conditional Display m Off

mySupport Access Match A&ny ¥ b o B

Conditional Display Oplions >

Use the Match <All/Any> field to specify whether you want every <field> is <value> search condition to be met, or any
configured condition to be met. Use the * Add Condition and = Remove Condition options to display and remove
a <field> is <value> search condition. Select the * Add Condition option if you wish to include another condition. You
can use the == Add Condition Group option to put a set of search conditions to be evaluated together in a group.

Pulling From a Data Source

You can map to a SQL data source and populate and synchronize options for list-type custom fields. Use the Data
Sources tab in the Custom Fields screen to create a custom field data source definition, enter a connection string and
SQL query, and specify the synchronization interval.

Hame Aszzet Types
Problem
Connecticn String server=.; database=cSupport; Trusted_Connection=True
Change
5QL Query select Type from ASSET_TYPES
Customer
Company
Azzet Retrieve ltems
Purchase
ltems Cell Phone -
T Copier
Service Contract Desktop
Laptop
Configuration Item Office Supplies
Printer
Knowledge Entry Server
Tablet
_ . Training
Upportunity "."'."i:l-;ETS- -
Advanced
Active Yas Ho
Synchronization Interval 15 minute

Name - Enter a name for the SQL Server source definition. This name will appear in the list that can be selected in
the Data Source field in the Custom Field Definition dialog (if a list-type format is selected in the Type field).

Connection String - Enter the connection string for accessing the source database.

SQL Query - Enter the SQL query string for accessing the field options in the SQL database. Select the Retrieve Iltems
button to populate the Items field using this string.
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Active - Select Yes to enable synchronization and update the Options list for a custom field with the information in
the SQL source database.

Synchronization Interval - Select the number of minutes in the interval for the synchronization to be performed.

Using the Data Source for a Custom Field

After saving, the custom field data source definition will be available for selection in the Custom Field Definition
dialog. The Options field will be populated and will not be editable after synchronization.

Desktop f Configuration § Options and Tools [ Customize [ Incident Custom Fields

= 4 :
mySupport Aocess Label Affected Ttem
Conditional Display X
Opbians Toaltip P
Required on Save On m
Required on Close an m
Available to Reps m off
Encrypt an m
Type Multiple Selackion List Box ¥
Data Source Azzet Types Y|+ | 2
Options Zell Phons
Copier
Dreskiop -
Laptop
Ciffice Suppliss
IMax Rows 2

iSupport Software
Page 29



Configuring Screen Layouts

iSupport includes default layouts for the entry screens used by support representatives, the display and submit
screens used by customers on the mySupport portal, and for the mobile HTML5 interface. Use the Layouts screens to
modify these layouts and/or create new ones with fields and tabs that are specific to your company.

Layouts

. 0

Layouts Maobile Layouts and mySupport Layouts

Create new or modify iSuppart’s Settings Modify and create the default
default layouts for work item lzyouts for customers to uss in
EC."EEF_:E accessed via the Deskiop when support representatives displaying and EU?"ntI:irg work
with fields and tabs applicable to access iSupport via a smart phone tems on mySupport
yOur company. ar tablet

Configure the fields that will appear

Note that only layouts configured via the Global Settings | Mobile Settings screen will apply to the mobile HTML5
interface. Also, mySupport Customer layouts will appear when the customer selects the View Complete Profile
button in the Account Settings screen on a mySupport portal.

You could create layouts based on different types of users, different types of work, etc.

Desktop | Configuration | Options and Tooks [ Customize [ Layouts | Layouts

Lﬂ'}"OU ts Search... x
feset Create Copy Delate Ordar of Precedence
Change
Wame & Diefault
Compary Default
Configuration Ikam Facilities

Human Resources
Custorer

Information Technology Diefault
Incident b

Frinter [ssue
Knowledge Entry

Sales

Prablam

Purchase

You can assign different layouts to different asset and configuration item types (SD Edition), and you can assign
different incident, problem, and change layouts to support representative groups, customer groups, categories. For
incidents and changes, you can assign different layouts to templates and hierarchy templates. More than one layout
may be applicable to incidents, changes, and assets; for example, if a layout is associated with the logged in rep's
primary group as well as with the selected category for an incident. Use the Order of Precedence link on the those
list screens to specify which layout to use when more than one reference is applicable.
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The Layout screen is shown below.
Desktop | Configuration | Options and Tools [ Customize [ Layouts | Incident Layouts L J
Layout Colors Custom Menu Acticns
Hame Human Resources

Tutorial Submitting HR. Issues LI R

Default fes m

Customer Details

Title Cushtomer * & (Display Mamea)
® & {Phone)

Display Avatar m Righz | Mo = 2 (Email Address)
# (Incident Counts)

Display Microsoft® ez m

Skype/LyncE Status

Add @ field -

Main Layout

) Details
=i Basics

Pravious Aszzignee

Group * 2 Number ¥ 2 Created Date
Group Type % o Status % @ Cosed Date
Category *

! ® 2 Priority ¥ % Assignee
Rule Growp

Top Level Description

Shart Descoiption

Top Lewel Short Descrip Tabs
Modified Date

Orientation Top T
Modified By

Related Hierarchy

Feedhack ! * £ * —p * T *
Details ,{’f History Custom Fields =, Others to Notify
rySupport Submission |_| L = —l g T
1:;. List ltems = - b X 4 H 4
- Custom Felds Assats — Associated Work Ikems "; " attachments M Misc.
th- Associated Work Item Con
Text Details
Icon Choose

® & Description

Use the Tutorial field to associate a tutorial that will display the first time the support representative accesses a
screen with the layout. A tutorial consists of a series of steps, each with an 800x600 image and tags that a user can
select to display an additional screen of content. Use the + Create New and # View/Edit options to access the
Tutorials screen to create a tutorial or view/modify the selected tutorial; see the online help for more information. In
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that screen you can associate a tutorial with entry screen layouts, configuration screens, Rep Desktop dashboards,
and mySupport dashboards.

Select Yes in the Default field to display the layout if none is associated with current support representative group,
customer group, category, incident template, or hierarchy template.

For Rep Client layouts, you can use the Preview button at the bottom of the Layout screen after adding required
fields to the form to display your layout. You'll need to select a record to use for displaying field data.

Configuring Customer Details

Rep Incident and Change Screens

The Customer Details section will appear in the Rep Incident and Change Layout configuration screens as shown
below.

Customer Details

Title Customer

Display Avatar m Righit Ho

Display Microsoft® Skype/Lync® Status Yes ﬂ

& (Display Mame)
& (Comnpany)

& (Location)

& (Department)
& (Phone)

& (Email Address)

000000

& (Customer IO}

Ll
(=1
[~
=1

Use the Title field to customize the text to appear to the left of the search icon in the customer section; "Customer"
will appear by default.

To include the customer’s avatar (uploaded via the Customer Profile screen or the mySupport portal), select Left or
Right in the Display Avatar field. Use the Add a Field dropdown to select the fields to appear in the upper left
Customer area at the top of the Incident screen. After adding a field, select Configure Field to enable or disable
the field label, enter the field label, and select the field label width (which is a percentage of the column in which the
field is included).

Display Label E Mo

Label Mame

Label Width 25% ¥

0K Cancel
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Note that the Ticket Counts field will include Open, Closed, Suspended, and Reopened links in the Customer section
of the Incident screen as shown in the example below.

alhEyi Mew  View | Configuration  Google |=T Sl v~ view Tour
He=ve =it | ghFontSize -  [Add History [FOverride Dats BfjTemplates - P
F&.Sa\re and Exit i Delete EC:H..nters - _Lr.ﬂ\dl:l Aszat i-'__-R:-ute - A Hieranchy - E‘E
I Save and Logout i=Categorize [f]Customer - g7lAd Hoc Approval
File Display Actions
Customer Q Mumber MBUD256881 e
e Henry

N Alder &
‘ i ) Status Open hd Created
ancouver,
'h. W Priarity Medium w7 Closed

Accountin
555-555- 1?212 Followup =
ha@gwi.com Date

Ticket Counts

12/1/2023 L Category Q

Use the Display Microsoft® Skype/Lync® Status field to include an icon that will display the Microsoft Skype/Lync
status of a selected customer in the Incident and Change screens and enable the support representative to access
Microsoft Skype/Lync functions. In order for the icon to appear, Microsoft Skype or Lync 2013 or later must be
installed on your system, the support representative viewing the incident must be using Internet Explorer 10 or 11,
and iSupport must be in the intranet or added to trusted sites.

mySupport Incident and Change Screens

There are two methods to include fields for customer information on mySupport portals:

« The Customer field under the Basics section; this includes an information option next to the customer’'s name
which will display a popup dialog as in the following example:

Customer:  Steve Johnson €8

u

Lieve johnson *

Emaik: sj@gwicom Location: Headguarters
Phone:  360-397-1004 Department: Administration

Growp: Kimery Customer Group Compamy: LEL Services

51}

Groups Acoounting
Adminisrators
Adooe Users

Executive Memt Team
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* Individual fields under the Customer Fields section

Customer Avatar: e Customer Group: Customer Advisory
4 Board
Customer First Name: Steve Customer Groups: Adobe Users
Customer Advisory
Customer Last Mame: Johnson Board
Help Desk
Customer Email: sj@ewi.com
Customer Administration
Department:
Customer Phone: 360-397-1004
) Customer Company: LBL Services
Customer Location: Headquarters

Note that the Customer Group field will display the customer’s primary group, and the Customer Groups field
will display all of the groups in which the customer is a member.

mySupport Customer Profile Custom Field Edit Access

You can use the Allow Edit field on the Configure Field dialog for custom fields on mySupport display layouts to
disable/enable an individual Customer Profile custom field to be edited by customers with the mySupport Custom
Fields Editor permission.

Desktop [ Configuration / Options and Tooks [ Customize [ Layouts [ Customer mySupport Layouts:

Hamea Customer Profile mySupport Layout
Tutarial None
_ Details
4" Basics
4 List tems
=l Custom Fields % i Last Name % i Email
Department Cods % & First Name % & Phone
Current Project x ?Training Taken
M
Label Width 25% W
l Allows Edit Yag m
oK Cancel
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Adding Fields and Tabs

To configure the Details section in the upper right section of the resulting screen, drag fields from the selector on the
left to the middle of the Details area on the Layout screen. Required fields are designated with an asterisk in the
selector on the left.

Main Layout
) Details
=t Basics
Group
Group Type % @ Mumber % @ Created Date
Sategony ” x @ Status % % Oosed Date
Muodified Date
# % Priority % % Rule Group
Midified By
* 2 Assignee % 2 Related Hierarchy
Author
il List lems
+}- Custom Fields
+}- Associated Work ltem Counts

You can drag a field to the lower part of the Details section to create a subsection for a field.

Main Layout

) Details
=~ Basics
Previous Assignes
Group ¥ 2 Mumber ® 2 Created Date
Sroup Type ¥ % Status ® &% Cosed Date
Top Level Description
® % Prionty ¥ % Rule Group
Short Description
¥ % Cat ¥ £ Assi
Top Level Short Description e -
Modified Date
Modified By
Author # % Relabted Hierarchy
Fesdback

Global custom fields can be defined in the Custom Fields screen for the type of work item screen for which you're
creating a layout, and additional custom fields can be defined for a category, asset type, or Cl type. To include custom
fields on a layout, you can:

+ Drag the applicable global custom fields under the Custom Fields section individually:

Main Layout
) Details
- Basics
- List ltems
|- Custom Fields % @ Number % & Created Date
Age Group % o Status % @ Closed Date
Server 05
® 2 Priority ¥ 2 Rule Group
Site Visit Required
® o L i
e Category Related Hierarchy
Site ¥ £ Assignee
+- Associated Work lem Counts
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« Drag the Custom Fields field under the List Items section and then select Configure Field to display the
Configure Field dialog and select the types of custom fields to include: global custom fields, additionally defined
custom fields, or both. See “Configuring Fields” on page 37.

Main Layout
) Details
t}- Basics
= List ltems
Custom Fields = &% Mumber x & Created Date
Baternial Links X &Status x % Closed Date
+}- Custom Fields
i ® & Priority ¥ % Rule Group
+- Associated Work ltem Counts
# 2t Category % % Related Hierarchy
¥ % Assignee

A [Separator] field is included for mySupport layouts; it will be blank after you drag it to the Details section or a tab.
You can enter a label for it or leave it blank, and it can be used multiple times for adding blank areas to your layout. A
Save Button option is included in Submit layouts; if you include it in your layout, the default Save button will still be
retained at the top of the Submit screen.

Tabs can display in a row above fields or to the left of fields on the lower half of the resulting screen. To add a tab,
select the Add a Tab button and then select on the new tab (named "Tab" by default). Use the Text field to enter the
label for the tab. Select the Choose link in the Icon field to select a default or custom image to appear to the left of
any text entered as a label. (If no text is entered, only the selected icon will appear.)

Tabs

Orlentatlon Top E|
Add a Tab
_———————

|==zue
< Defauls + MNew Tab
Text Issue - -
Icon Chl:l:s.e/ - -
.,: “ : . . :,Bx:
Description = =
Resolutlon
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To add fields to the tab, drag fields from the selector on the left side of the Layout screen to the middle of the section
below the Icon field.

Details
Basics
List Items
o Tabs
Attachments
_ Orientation Top v
External Links
Configuration Items
Cithers to Motify
Associated Work Iermns
Custom Fields Histony
Text Histi
lcon Choose
History

Note: The Description field is optional on mySupport incident submit layouts. The following text will be included in
the Description field after submission: "Description field not included in <layout name> mySupport incident submit
layout." If the layout is associated with a template, the description configured in the template, if any, will be used.

Configuring Fields

After adding a field, select # Configure Field to enable or disable the field label, enter the field label, and select the
field label width (which is a percentage of the column in which the field is included). Note that the label width will not
be applicable on list fields that display a label above the field.

Global custom fields can be defined in the Custom Fields screen for the type of work item screen for which you're
creating a layout, and additional custom fields can be defined for a category, asset type, change type, Cl type, and
cost center. When you drag the Custom Fields field under the List Items section to include all of the custom fields at
once, you can control which types of custom fields to include on layouts: global custom fields, additionally defined
custom fields (defined for a category, asset type, Cl type, change type, or cost center), or both. Note that all custom
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fields that have met any conditional display conditions will be created upon mySupport work item submission
regardless of whether they are included on a mySupport submission layout.

Deskiop { Configuration / Options and Tools [ Customize [ Layouts | Asset Layouts

Layaout Cushom Menu Actions
Hame Widget
Tutorial Maone
Default es m
e Details
R Display Label Yes WU
+ Optional Type fields
+ Maintenance fields ¥ # Custom Fields Label Custom Fislds
- Warranty fields
E Label Width 25%% v
+ Count Tracking fields: Fhel b
- List “.EI'I'IS Tabs Custom Fields Global | Additional
Histary
Service Contrads Orientation OK Cancel
Sroups [

For work item layouts, you can display an asset grid for the Asset field via the Configure Field icon:

Details
- atiumbe
% i Status -
Display Label ves W
% & Priority
Labvel JTe
% & Followup Date
Label Width 25% '
Asset Grid Fields Marre
Type
Teg Number
Serial Numiber
Open Work Ttenes
':l Werranly Expiration
Mlanufaciuner
Moded
=oc Work 1
Count Enabled Asset Counk Userd
Grid Fields Mass
Type
Tagy Numiber
Serial Number
Uit Label
Uit Cost A
OK Cancel
% i Assets
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mySupport Layouts

+ Select Yes in the Override Label field to enter a field label that is different from the default. Note that this label
will override any text that may be entered via the Resource Editor. See the online help for more information on
the Resource Editor.

Display Label Yes Qi
Override Label E ]
Label Case
Label Width 25% ¥
0K Cancel

+ If configuring the Category field:

Override Label Yes
Label Width 58 L4
Prompt Yes o
Shows Search No
Require Search Text for Yes QU
Results
0K Cancel

+ Select Yes in the Prompt field to initially display the Category Select dialog when the Incident or Change
Submit screen appears.

+ Select Yes in the Show Search field to include a search field in the Category Select dialog.

Category Select
prin x -

Error
Hardware | Primter | Copier/Laser | Error

» & Hardware
* % Human Resources Request

» LT

+ Select Yes in the Require Search Text for Results field to prevent display of the results until the user has
started typing.
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« Ifincluding the Assets list field, select Yes in the Show Comments field to control display of the Comments field
that may be included (depending on the asset type).

contgurericd ]

Display Label E o
Override Label Wes m
Label Width 5% v
Show Comments Yes fis
Ok Cancel

Configuring Priority-Based Background Colors

Use the Colors tab to configure the priority-based background colors for the upper portion of the Incident, Problem,
and Change screens. You can choose from the color picker or input an HTML color code.

Layout Colors Custom Menu Actions
Low Priority Color —
Medium Priority Color -

High Priority Color

Emergency Priority Color
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Configuring Custom Menu Actions

Use the Custom Menu Actions tab in the Layout screen to create a new tab, and link via an icon to a URL. Note that
this tab and option will not appear in the work item screen until after the work item is saved because the URL will be
generated with the work item ID appended to it.

Layout Colors Custom Menu Actions
Tab Name: Google
Text: Google
URL: hittpe/fwewt. E0OElE.COM
lcom:  Chooss

Example:

Incident | Mew  View Configuration

]
Google
Google
Customer Q, Numbar K2LE5E2235
Steve Johnson &
LELSoft Status o B
Headguarters pen
Administration
360-387-1004 Priarity Emergancy ¥
cai@ gwi.com
Asszignee Stuart Copeland Impact Company ¥
Ticket Counts
(122 Open 10 Suspended Urganey High v
1 Closed 1 Reopened
Followup i | 211172020 x
Date
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Configuring Custom Status Labels for Configuration Items

Use the CMDB Custom Status Labels screen to define labels for status levels that can be assigned to configuration
items. The associated labels will appear for selection when a type is selected in the Configuration Item entry screen.
These status labels are different from other status labels in iSupport in that there are no fixed status levels; you can
modify or delete any of the status labels included by default as well as enter new ones. Note you must have at least
one custom status label.

In addition to status labels such as Active and Retired, you can create status labels to designate stages in the life cycle
of a configuration item; for example, Designed, Ordered, Under Development, In Test, Implemented, In Production,
and Under Maintenance.

To define a custom status, access the Custom Status Labels screen and click the Add link.

Change Create Delate

Company Label & mySupport Label
Incident |:| Customer Customer
Froblem O] | retired Retirad

Furchase D Staff Employes

Label - Enter the name for the status; this name will appear for selection and in views on the Desktop.

Alternate Label on mySupport - Enter the status label to appear on the mySupport. Enable the status label via the
CMDB Display tab in the mySupport | Portals | Options configuration screen.

Not Assigned/Assigned to These Types - Use these fields to assign the status to one or more CMDB types. The Not
Assigned field includes predefined CMDB types; select the =¥ right arrow to assign a type to the status. To unassign
a type, select the type under Assigned to These Types and select the + left arrow.
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Creating Configuration Items Automatically

You can use the Configuration Item Auto Create Agent in the Agents screen to create a Cl for each asset, customer,
company, support representative profile, and/or member of customer or support representative group that is not
already associated with a configuration item. This requires you to select a configuration item to use as a template for
populating fields in the newly-created configuration items.

Creating Configuration Items for Assets

Follow these steps to automatically create a Cl for each asset that is not already associated with a Cl.

1 This process requires you to select a Cl to use as a template for populating fields in the newly-created Cls. Open
the CMDB type associated with that Cl and select Yes in the Use Associated Items field. Then Asset in the
Documents to Use as Associated Items field.

Name Workstation

Require Werk History on Save On ﬂ
Default Image for Relationship Viewer
Choose

Optional Fields W] Hours of Operation W Owner Vendor
M Location M Status Maintenance
] Warranty M Lease Comments
Default Status Active W + 7

Associated Item Settings

Use Asscciated Items ﬂ Off
Require Associated ltem on Save On ﬂ

Documents to use as Associated ltems Asser ] Company

[ Customer O Support Representative

[ Customer Group O Support Representative Group

Enable Associated Items Select the type of record for which
you'll create configuration items
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2 Onthe Clyou'll use as a template, make entries that you wish to be included on the newly-created Cls. Note that
only the names of the newly-created Cls will be taken from the associated Asset records; any entries in
custom fields and common fields such as Owner, Location, Maintenance, Warranty, Comments, and

Groups will be taken from the Cl used as a template.

= l:: ]
H (%]
Save Save and Cloze

File

Source: Direct Entry

Details History Custom Fields Others To Notify Groups Relationships

Owner: Unassigned Vendor: LELSaft, Inc.
Asscciated Item:  Barry White Workstation

Location: Headguarters Status: Active

Marne: Barry White Workstation Type: Warkstation |Z|

connguraton e |

Attachments

o

[=]

3 Inthe Agents screen, click on the Configuration Item to Use as a Template link and select the Cl to use as a

template.

Configuration Item Auto Create Agent

This agent creates a Configuration ltem record for each asset, customer, company, and/or
support representative that is not already associated with a configuration item.

Enable u MNo

Interval 5 minutes W

Create Configuration Items for Assets

- |3

Default Configuration Barry White Workstation
Item to use as Template

Map Cunﬁgurnti?n Item Templates per Asset Type

Use this link if credting configuration items for multiple asset types

Select the
configuration item to
use as a template

4 If creating Cls for multiple asset types, click the Map Configuration Item Templates per Asset Type link to select
a Cl for each applicable asset type. In the following example, Cls will be created for all asset records with the type
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of Laptop, and the Barry White Workstation Cl will be used as a template. Cls will be created for all asset records
with a type of Server, and the Application Server Cl will be used as a template.

Configure Configuration Item Auto Create Mappings

Asset Type Configuration ltem Template

Cell Phone Default

Copier Default

Desktop Default

Laptop Barry White Workstation Clear
Office Supplies Default

Printer Default

Server Application Server Clear

5 Torunthe agentimmediately and create the Cls on a one-time basis, click the Run Now button. To run the agent
on an interval basis, select Yes in the Enable field in the Create Configuration Items for Assets section and at the
top of the Configuration Item Auto Create Agent section. Then set the agent interval and save.

Configuration Item Auto Create Agent

This agent creates a Configuration ltem record for each asset, customer, company, and/or
support representative that is not already associated with a configuration item.

Enable u MNo

Interval S minutes W

Create Configuration Items for Assets

- |3

Default Configuration Barry White Workstation
ltem to use as Template

Map Cenfiguration ltem Templates per Asset Type
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Creating Configuration Items for Customers

Follow these steps to automatically create a Cl for each Customer Profile record that is not already associated with a
Cl.

1 This process requires you to select a Cl to use as a template for populating fields in the newly-created Cls. Open
the CMDB type associated with that Cl and select Yes in the Use Associated Items field. Then select Customer in
the Documents to Use as Associated Items field.

Name Person

Require Work History on Save On m

Default Image for Relationship Viewer

|
| | Choose
\ /
Optional Fields [ Hours of Operation O] owner [ Vendor
M Location M status [ Maintenance
O] Warranty [ Lease Comments
Default Status Staff W + 7

Associated Item Settings

Use Associated ltems ﬂ Off
Require Associated ltem on Save On m

Documents to use as Associated ltems [] Asset O] Company

Customer O] Support Representative

[ Customer Group O] Support Representative Group

Enable Associated Items Select the type of record for which
you'll create configuration items

2 Onthe Clyou'll use as a template, make entries that you wish to be included on the newly-created Cls. Note that
only the names of the newly-created Cls will be taken from the associated Customer Profile records; any
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entries in custom fields and common fields such as Owner, Location, Maintenance, Warranty, Comments,

and Groups will be taken from the Cl used as a template.

AL

Save Save and Cloze

File
Mame:  Customer Tipe: Ferson |E|
Source: Direct Entry
Details History Custom Fields Others To B otify Groups Felationships

Associated [tem: Location: Headguarters

configuration terr |

Aftachments

In the Agents screen, click on the Configuration Item Template link and select the Cl to use as a template. To run

the agentimmediately and create the Cls on a one-time basis, click the Run Now button next to the Configuration
Item to Use as a Template link. To run the agent on an interval basis, select Yes in the Enable field in the Create
Configuration Items for Customers section and at the top of the Configuration Iltem Auto Create Agent section.

Then set the agent interval and save.

Create Configuration Items for Customers

£ - 3

Custormer Cl

Enable

Configuration ltem to use asa
Template

Select the configurfltion item to use as a template

Creating Configuration Items for Customer Groups and Group Members

Follow these steps to create Cls automatically for both customer groups and the customers in those groups:
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1 Open the CMDB type associated with Cls you'll designate as a templates (one for customers and one for
customer groups) and select Yes in the Use Associated Items field. Then select Customer and Customer Group in
the Documents to Use as Associated Items field.

MName Person

Require Werk Histery on Save On m

Default Image for Relationship Viewer

|
| | Choose
\ f
Optional Fields W] Hours of Operation ¥ owner [ vendar
M| Location M status [ Maintenance
O] Warranty L] Lease Comments
Default Status Staff e + 7

Associated Item Settings

Use Associated ltems ﬂ Off
Require Associated ltem on Save On m

Documents to use as Associated ltems [] Asset L] Company
W] Customer L] Support Representative
PE‘ Custormer Group O] Support Representative Group

Select if creating configuration items for customer groups and group members

2 Onthe Relationships tab in the CMDB Type screen, ensure that the relationship to assign to the Cls to be created
is included. You'll be selecting the relationship of the group to the members, and you'll be able to use the
relationships in both the Name and Corresponding Name columns. (In the example below, you'll be able to select
from the Uses-Used By, Used By-Uses, Member Of-Includes, and Includes-Member Of relationships.) In this
example, the Includes-Member Of relationship will be used.

Add Remowve

[] Mame Corresponding Mame Position «

[] Uses Used By 1 v
[] Memberof Includes 2 W

3 Onthe Clsyou'll use as templates, make entries that you wish to be included on the newly-created Cls. Note that
only the names of the newly-created Cls will be taken from the associated customer and customer
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groups; any entries in custom fields and common fields such as Owner, Location, Maintenance, Warranty,
Comments, and Groups will be taken from the Cl used as a template.

configuration rerr |

H &

Zave Save and Cloze

File

BMame:  Custormer Cl Type: Person |Z|

Source: Direct Entry

Details History Custom Fields Others To Motify Groups Felationships Attachments

Associated Iterm: Location: Headoguarters

Coniiguration |

H &

Save Save and Cloze

File

Hame: | Customer Group Cl Type: Fersan |Z|

Source: Direct Entry

Details History Custom Fields Others Tao Motify Groups Relationships Aftachiments

Location: Headguarters

Associated ltem:

4 Inthe Agents screen:
a Click the Configuration Item to Use as a Template link in the Create Configuration Items for Customers
section and select the Cl you are using as a template for populating fields in newly-created customer Cls.

b Click the Configuration Item to Use as a Template link in the Create Configuration Items for Customer Groups
section and select the Cl you are using as a template for populating fields in newly-created customer group

Cls.
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C Select the relationship of the group to the members.

Create Configuration Items for Customers
Select the

configuration item

Cenfiguration Item to use Customer Cl to use as a

as a Template template for
newly-created
customer Cls

Create Configuration Items for Customer Groups

configuration item

touse as a
Configuration Item to use Customer Group Cl template for
as a Template newly-created
customer group
Cls

Relationship of the Group Includes - Member of W
to the Members

|
Select the relationship to assign to the groups and members

5 Torun the agent immediately on a one-time basis, click the Run Now button next to the Configuration Item to
Use as a Template link.

6 Review the newly-created Cls on the Desktop. In newly-created customer group Cls, the source will be Auto
Create and the Relationships tab will display the assigned relationships of the group to the group members.

In newly-created customer Cls, the Associated Item field will contain a link to the existing Customer Profile record
from which the Cl was created.

contiguration rer |

= =I|
[

H ®

Save Save and Cloze

File

Marme: Tess French Type: Ferson |E|

Source: Direct Entry

Details History Custom Fields Others To Notify Groups Relationships Attachments

Associated ltem: Tess French Location: Headquarters

The Relationships tab on the newly-created customer Cl will display the relationship of the member to the group.

7 Torunthe agent on an interval basis, select Yes in the Enable field in the Create Items for Customer Groups
section, Create Configuration Items for Customers, and at the top of the Configuration Item Auto Create Agent
section. Then set the agent interval and save.
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Synchronizing Customer Group Relationships

If applicable, you can use the Group Relationship Synchronization agent to monitor existing customer group Cls and
update any changes in the associated customer groups. For example, if a customer is added to a customer group, it
creates a Cl record for that customer and adds a relationship to the customer group CI. You'll need to specify a Cl to
use as a template and a relationship for the newly-created customer Cls; however, note that the relationship
selected for synchronization will not be available for assignment to any other Cl or group. You may wish to
add a relationship to the type of the Cl used as a template for this purpose.

To run the agent immediately on a one-time basis, click the Run Now button in the Create Configuration Items for
Customer Groups section. To run the agent on an interval basis, select Yes in the Enable field in the Sync
Relationships for Customer Groups section and at the top of the Group Relationship Synchronization Agent section.
Then set the agent interval and save.

Group Relationship Synchronization Agent

This agent synchronizes relaticnships for Configuration ltem records that are associated with a
CUstoMmer group or SUppOrt representative group. .
group PP P group Select Yes in these

fields to run the agent
Enable Mo on an interval basis

Interval S minutes W

Sync Relationships for Customer Groups
Click to run the

on a one-time basis

Configuration ltem to use Customer Group Cl
as a Template

Relatienship of the Group Includes - Member of W
to the Members

v

Creating Configuration Items for Companies

You can use the Configuration Item Auto Create Agent in the Agents screen to create a Cl for each company that is
not already associated with a configuration item. This requires you to select a Cl to use as a template for populating
fields in the newly-created Cls.
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1 Openthe CMDB type associated with Cl you'll designate as a template and select Yes in the Use Associated Items
field. Then select Company in the Documents to use as Associated Items field.

MName Company

Require Work History on Save On m

Default Image for Relationship Viewer 'S

o e, Choose
[ ¢
b 1 I I
Optional Fields U Hours of Operation L] owner [ vendor
M Location [] status L] Maintenance
O] Warranty [ Lease [] Comments
Default Status e + g

Associated Item Settings

Use Associated ltems 7“ Off
Require Associated ltem on Save On m

Documents to use as Associated ltems [] Asset Company

L Customer L] Support Representative

L] Customer Group ] Support Representative Group

Select the type of record for which

Enable Associated Items . . .
you'll create configuration items

2 Onthe Clyou'll use as a template, make entries that you wish to be included on the newly-created Cls. Note that
only the names of the newly-created Cls will be taken from the associated Company records; any entries
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in custom fields and common fields such as Owner, Location, Maintenance, Warranty, Comments, and

Groups will be taken from the configuration item used as a template.

Configuration ltem Configuration

Hsave (=Print  4\Font Size ~
E5Save and Exit  [iijDelete  [#]Counters -
E.Save and Logout

File Display

Mame: Company Cl Type:

Associated Item:  LBLSoft

Description:

[Z]Generate QR Code

[Add History

4Correspondence

Actions

Company ﬂ

Details History Custom Fields Others To Motify

Groups

Location:

Mew Meeting

Meetings

Source: Direct Entry

Relationships

Headquarters

4mPrevious
W Next

MNavigation

Attachments

3 Onthe Configuration Management | Agents tab, click on the Configuration Item Template link and select the Cl to

use as a template.

Click to run the agent immediately on a one-time basis

Create Configuration Items for Companies

TEIl'I'IPh]tE

Configuration ltem to use as a Company Cl

|
Select the configuration item to use as a
template for newly-created company Cls

Select Yes in these
fields to run the
agent on an
interval basis

4 To run the agent immediately and create the Cls on a one-time basis, click the Run Now button. To run the agent
on an interval basis, select Yes in the Enable field in the Create Configuration Items for Companies section and at
the top of the Configuration Item Auto Create Agent section. Then set the agent interval and save.

Creating Configuration Items for Support Representatives

You can use the Configuration Item Auto Create Agent in the Agents screen to create a Cl for each support
representative that is not already associated with a configuration item. This requires you to select a Cl to use as a
template for populating fields in the newly-created Cls.
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1

Open the CMDB type associated with Cl you'll designate as a template and select Yes in the Use Associated Items
field. Then select Support Representative in the Documents to use as Associated Items field.

Associated Item Settings

Name Person
Require Werk Histery en Save On m
Default Image for Relationship Viewer Eﬁfﬁj
I/-’?: "‘“\‘ Choose
U
Optional Fields [ Hours of Operation L] owner [ vendor
W] Location M status ] Maintenance
O] Warranty L] Lease Comments
Default Status Staff W + 7

Use Associated ltems 7ﬂ Off
Require Associated ltem on Save On m

Documents to use as Associated ltems [] Asset L] Company

[ Customer Support Representative

O] Customer Group i Support Representative Group

Enable Associated Items Select the type of record for which
you'll create configuration items

On the Cl you'll use as a template, make entries that you wish to be included on the newly-created Cls. Note that
only the names of the newly-created Cls will be taken from the associated Company records; any entries
in custom fields and common fields such as Owner, Location, Maintenance, Warranty, Comments, and
Groups will be taken from the configuration item used as a template.

Contguration tem |

= =
[

H &

Save Save and Close

File

Hame: | Support Representative Type: Persan |E|

Details History Custom Fields Others To Motify Groups Relationships Attachments

Associated ltem: Location: Headguarters
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3 On the Configuration Management | Agents tab, click on the Configuration Item to use as a Template link and
select the Cl to use as a template.

Select Yes in these fields to run the agent on an interval basis

Create Configuration Items for Support Reps

Click to run the agent
| immediately on a

Configuration ltem to use as a Support Rep Cl
Terlnplﬂte

I
Select the configuration item to use as a template for newly-created company Cls

4 To run the agentimmediately and create the Cls on a one-time basis, click the Run Now button next to the
Configuration Item to Use as a Template link. To run the agent on an interval basis, select Yes in the Enable field in

the Create Configuration Items for Support Reps section and at the top of the Configuration Iltem Auto Create
Agent section. Then set the agent interval and save.

Creating Configuration Items for Support Representative Groups and Group
Members

You can use an agent to create Cls automatically for both support representative groups and the support
representatives in those groups. Follow these steps:

1 You'll first need to designate a Cl to use as a template for the newly-created support representative group Cls as
well as a Cl to use as a template for the newly-created support representative Cls. You may wish to create Cls
specifically for this purpose. On these items, make entries that you wish to be included on the newly-created Cls.

Note that only the names of the newly-created Cls will be taken from the associated support
representative and support representative group records; any entries in custom fields and common fields
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such as Owner, Location, Maintenance, Warranty, Comments, and Groups will be taken from the ClI used
as a template.

H
(>

Save Save and Close

File
Mame: | Support Rep Cl Type: Ferson |E|
Cetails Histary Custom Fields Cthers To Motify Groups Relationships Attachments

Associated ltem: Location: Atlanta

Status: Ctaff |E|

H &

Zave =ave and Cloze

File
Mame: | Support Rep Group Cl Tipe: Ferson |Z|
Details Historny Custom Fields Others To Motify Groups Relationszhips Attachments

Associated [tem: Location: Atlanta

Status: Staff E|

iSupport Software
Page 56



2

4

Ensure that the CMDB type of both of the configuration items you are using as templates has the Support
Representative and Support Representative Group options selected in the Documents to Use as Associated Items
section.

MName Person

Require Work History en Save On ﬂ

Default Image foer Relationship Viewer "

— _ Choose
i \
b l
Optional Fields L] Hours of Operation L] owner [ vender
W Lacation M status [ Maintenance
L] Warranty (] Lease Comments
Default Status Staff e + 7

Associated Item Settings

Use Associated ltems ﬂ Off
Require Associated ltem on Save On m

Documents to use as Associated ltems [] Asset [ Company

L] Customer l:@ Support Representative

t} Customer Group Support Representative Group

Select if creating configuration items for support representative groups and group members

On the Relationships tab in the CMDB Type screen, ensure that the relationship to assign to the Cls to be created
is included. You'll be selecting the relationship of the group to the members in the Agent screen, and you'll be
able to use the relationships in both the Name and Corresponding Name columns. (In the example below, you'll
be able to select from the Uses-Used By, Used By-Uses, Member Of-Includes, and Includes-Member Of
relationships.)

In the Agents screen:

a Click the Configuration Item to Use as a Template link in the Create Configuration Items for Support
Representatives section and select the Cl you are using as a template for populating fields in newly-created
support representative Cls.

b Click the Configuration Item to Use as a Template link in the Create Configuration Items for Support
Representative Groups section and select the Cl you are using as a template for populating fields in newly-
created support representative group Cls.
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C Select the relationship of the group to the members.

Create Configuration Items for Support Reps

Select the

configurationitemto

Configuration ltem to use Support Rep Cl use as a template for
newly-created

support rep Cls

as a Template

Create Configuration Items for Support Rep Groups

T

Configuration ltem to use Support Rep Group Cl
as a Template

Relationship of the Group Includes - Member of '
to the Members

Select the relationship of the group to the members
d Click the Run Now button next to the Configuration Item to Use as a Template link in the Create Configuration
Items for Support Rep Groups section to run the agent immediately and create the Cls on a one-time basis.

5 Review the newly-created Cls on the Desktop. In newly-created support representative group Cls, the source will
be Auto Create and the Relationships tab will display the assigned relationships of the group to the group
members.

6 In newly-created support representative Cls, the Associated Item field will contain a link to the existing Support
Representative Profile record from which the Cl was created.

Save Save and Cloze

File
Marme: Jack Sullivan Type: Ferson |E|
Source: Direct Entry

Details History Custom Fields COthers To Motify Groups Relationships Attachments

Associated Item: Jack Sullivan Location: Atlanta

Status: Staff |E|

7 The Relationships tab on the newly-created support representative Cl will display the relationship of the member
to the group.
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8 Torun the agent on an interval basis, select Yes in the Enable field in the Create Items for Support Rep Groups
section, Create Configuration Items for Support Reps, and at the top of the Configuration Item Auto Create Agent
section. Then set the agent interval and save.

Synchronizing Support Representative Group Relationships

If applicable, you can use the Group Relationship Synchronization agent to monitor existing support representative
group Cls and update any changes in the associated support representative groups. For example, if a customer is
added to a support representative group, it creates a Cl record for that support representative and adds a
relationship to the support representative group Cl. You'll need to specify a configuration item to use as a template
and a relationship for the newly-created support representative Cls; however, note that the relationship selected
for synchronization will not be available for assignment to any other configuration item or group. You may
wish to add a relationship to the type of the Cl used as a template for this purpose.

Create Configuration Items for Support Reps

Configuration ltem to use Support Rep Cl
as a Template

Create Configuration Items for Support Rep Groups

- |3

Configuration ltem to use Support Rep Group Cl
as a Template

Relationship of the Group Includes - Member of W
to the Members

To run the agent immediately on a one-time basis, click the Run Now button in the Sync Relationships for Support
Rep Groups section. To run the agent on an interval basis, select Yes in the Enable field in the Sync Relationships for
Support Rep Groups section and at the top of the Customer Support Rep Group Relationship Synchronization Agent
section. Then set the agent interval and save.
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Using the iSupport® Configuration Item Screen

Use the Configuration Item entry screen to create Configuration ltem records and enter custom information,
associate groups, and designate relationships to other configuration items. To access the Configuration Item entry
screen, use the Configuration Item option on the Desktop menu.

Entering Configuration Item Details

The fields that appear on the Details tab will depend on the configuration of the selected configuration type.

arficurasion e

H B B 80 A @ B g

[FrAdd Histary
Save Saweand Exit Saweand Logout Pont  Delete Font Size Counters MNew Meating
- - P:nrre&pnncence
Fil= Display Actions Maetings

Mame 5] Laphop Type Workstation Source Direct Entry

Details Histary Custom Fields Others To Mofify Groups Relationships Attachments
Location Headguarters Wendar LELSoft 6 Owhier Unassigned
Maintznance B | 12/1/2023 x - Hours of Operation

Status Ackive W 24T

Warranty B | 12/21/2023 x Lease Bl | 125172023 X

Associated PC 14
ltem

Comments

Basic configuration installed.

Description

Workstation used by Steve Johnson when in the office.

Name - Enter a name for the configuration item.

Source - "Direct Entry" will appear in this field if the item was created via the Configuration Item screen; "Auto
Create" will appear if the item was automatically created via an agent in configuration.

Type - CMDB types are created in the Configuration module. The following fields can be configured to appear for
each CMDB type:

Owner - Select a customer or support representative to assign to the configuration item. After an entry is made
you can select €% Information to view the person’s contact information and other details.

Vendor - Select from a list of customers, support representatives, or companies that have been designated as
vendors in the applicable screen (Customer Profile, Support Representative Profile, or Company Profile).

Associated Item - If one or more associated items are configured for the CMDB type, click this link to associate a
specific Asset, Company, Customer, Support Representative Profile record or a member of a customer or support
representative group. You can utilize the data on an associated item for views, reports, and correspondence; for
example, if a group is included on an associated asset record, you can send a correspondence to that group from
the Configuration Item screen.
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You can also associate a configuration item via the Associated Configuration Item field on the Miscellaneous tab
in the Asset, Company, Customer, or Rep Profile screen.

If a configuration item was automatically created via an agent in the in configuration, an asset, company,
customer, or support representative will appear in this field and "Auto Create" will appear in the Source field.

Location - This field is included for informational viewing and reporting; it is not related to the Location field on
the Support Representative Profile and Customer Profile screens.

Status - Select the status to assign to the configuration item. In addition to status labels such as Active and
Retired, status labels can designate stages in the life cycle of a configuration item (such as Designed, Ordered,
Under Development, In Test, Implemented, In Production, and Under Maintenance).

Maintenance - Enter the date on which the maintenance contract ends. Expiration notifications may be
configured to be sent before this date.

Warranty - Enter the date on which the warranty for the configuration item ends. Expiration notifications may be
configured to be sent before this date.

Lease - Enter the date on which the lease for the configuration item ends. Expiration notifications may be
configured to be sent before this date.

Hours of Operation - This field is used for informational viewing and reporting; it is not related to service
contracts or rule group.

Comments - Enter any comments regarding the configuration item.

Description - Enter a description of the configuration item.

Adding Work History and Viewing History

Use the History tab to view notations on all configuration item actions. Select Incident | r{': Add History or 3 Add
Work History in the History field.

Lretails Histony Custom Fields Others To Motify Groups Relationships Attachments

B EOos o [7

i Barry White - Added to Relationships: Connects to Maketing SOL Senver, Audit
Efi Comezpondence
b BarryWhitE Carrespandence Sent- Please Check Service Contract RUIT

Fleaze ched the service contract on this machine and provide more information.

i= Barry White Carrespondence Sent- Please Check Service Contract
i= Barry White - Hew configuration item record created.
- Set Hame To: Laptop - Wifind owes
expand - Set Type To: Wakstation

The Red Feed option displays a list of all actions performed on the record; you can filter the contentvia £
Settings.

The =@ Audit option includes entries on functions performed by the system and support representatives (for
example, field changes), as well as correspondence entries. Work history entries are not included.

The =gy Correspondence option displays entries for sent and received correspondence, including the subject line
and body of the correspondence. The Correspondence Received and Correspondence Sent links display the
Correspondence screen. Note that the Ref ID that appears on expanded correspondence entries is included for
reference,; it is used by iSupport's email processing engine.
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Completing Custom Fields

If custom fields have been set up for the specified CMDB type and/or for the Configuration Item screen, the fields will
appear in the Custom Fields section as shown in the example below. You may be required to enter information in
these fields.

Details History Custom Fields Orthers To Motify Groups

Service Perfonmed

Specifying Others to Notify

If enabled configuration, you can use the Others to Notify feature to set up a list of customers and/or support
representatives to be sent event notifications and other correspondence. For example, notifications could be
configured to be sent to a salesperson whenever the status changes for a configuration item.

To add someone to the Others to Notify list for a customer, click the Add link. Use the Remove link to delete anyone
from this list.

Details Hiztory Custom Figlds Others To Motify Groups Relationzhips Attachments
Add Remowve

B L=st Mame - First Mame Ermiail Company
|:| Jones Bcob bj@eample.com LELScft, Inc.

When you create a correspondence document from the Cl screen or select a Cl on the Desktop, you can choose to
copy (CC) those in the selected Others to Notify list.

When event 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 Others to Notify list will be used for these system-generated notifications.

Assigning to Groups

CMDB groups associate a collection of Cls for access, views, and reports. CMDB groups may be configured to control
access; only support representatives in the group will be able to edit Cl records in the CMDB group (or any other
CMDB record not included in a CMDB group).
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Use the Groups tab in the Configuration Item screen to assign a Cl to a CMDB group defined in configuration. After
you add one or more groups and save, the Cl will be available only to members of the selected groups.

Details Histary Cuztom Fields Cthers To Motify Groups Relationzhips Attachments

No Membership [Members
& Workstation Upgrade Group =

No Membership/Membership - The No Membership field includes CMDB groups set up in the Configuration
module. To assign the Cl record to a group, select the group in the No Membership field and select the =* right
arrow. To remove the Cl record from a group, select the group in the Membership field and select the « left arrow.

Assigning Relationships

Use the Relationships tab to select relationships (defined in configuration) and configuration items and to be
associated with the current Cl record.

Detailz History Custom Figlds Cthers To Motify Groups Relationzhips Attachments
Add Remove Wiew Mode: .@.Tal:ule. ” JGraphical
B Related Item = Type Relationship
|:| Barry White Work station Workstation Connects to
|:| Emazil Softwars Software Aocesses
[] stevelohnson Person Used by
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To add a relationship with another configuration item, click the Add link. Select the relationship and then select the
configuration item to be associated with the current Cl record.

Relstionship: ~ Used by - Uses |z|
Mame IZ| Contains |z| * earch | [Shave Al
Search within results
@ Mame o Type
|:| Alton Brown Parson
Barry White Warkstation Warkstation
Emazil Softwars Scftwars
|:| Exchangs Server 45 Mazil Szrver
|:| Laptop - Windows Workstation
|:| Macintosh Laptop Waorkstation
|:| Marketing SO Sarver DB Server
|:| miktg-abrown Waorkstation
|:| MS SOL Server Scftwrare
Steve Johnson Farson

You can select the Graphical option in the View Mode field to display the Relationship Viewer, which displays the
configuration items related to a specified configuration item as shown below. You can click on a different
configuration item option to view its relationships, and refresh to go back to the original configuration item.

Cl Relaticnship Viewer

Configuration Itam: Banry White Workstation ~

Legend

- Accessed By
- Connects To

........ - Used B
| ‘Et|u|"uunnuu-u-unul.
— ] Q
Rep Barr...
Depth: 3 Barry Whi..
Types: [] Person
Sofoware
Waorkstation

=
Acti : - _

m

Attaching Files

To attach afile to the Cl record, click on the Add button on the Attachments field and select the file. You can select the
Show Correspondence Attachments checkbox to display attachments from all sent or received correspondence
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(including attachments from an inbound email update) associated with the record. A Copy button will be included
next to correspondence attachments; you can use it to directly associate the attachment to the record.

Attachments

Add Show Correspondence Attachments &
File Mame Sze Type Date File Attached Source
mySuppodt. png 92.108K mmapelpng 11152022 1:22:20 PM Configuration tem Delets
Uicenzs fic 1.067K 111512022 1:37:42 M oesP 10008 - (Subject: Licanse Copy

Sending Correspondence

To send an email from the Configuration Item screen, select P Correspondence. The Correspondence option in the
History field displays entries for sent and received correspondence.

Generating QR Codes

ol
Select D% Generate QR code in the toolbar to generate a QR code that contains a link that will display information
about the record. Select the fields to include for the code in the Generate QR Code dialog and then select Generate;
the QR code will appear. You can print it or click the Edit button to redisplay the fields for selection.

& Generate Asset QR Code - Google Chrome

Include  Field

Mama

Rep URL
Type
Status

—

You can also use the QR code to add a configuration item to an incident, problem, or change via the mobile interface,

but note that the QR code reader option for selecting a Cl in the HTML5 mobile interface will be hidden if using an
Android device.
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Viewing Associated Items

Use options on the View menu to display incidents, problems, and changes associated with the configuration item.

R B B

Incidents Problems Changes

Aszociated Work lems

Mame 5] Laptop Type Wiorkstation Source Direct Entry
Datails History Custom Fields Others To Notify Groups Relationships Attachments
Location Headguarters Viendor LBLScf & Owmer Unassigned
Maintenance | 8 | 12/1/2024 ® . Hours of Operation
Status Active W sar7
Warranty B | 12/21/2024 x Leasze o | 1212024 x

Associated PC 14
Itenn
Comments

Basic configuration installed.

Descripton

|Wc:-rkstal:iu:un used by Steve Johnson when in the office.

PEAES34T4S 6102024 1:38:36 PM Open Medium Barry White Steve Johrson LEL Services Sl performance on workstagion,

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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