E:El Configuring iSupport® Purchasing
Functionality

Purchasing functionality is included if you have the Service Desk edition. Use it to track products and services, submit
purchase requests, and associate orders with service requests and incidents, problems, changes, and assets.
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Note that a purchase request becomes a purchase order after it has been saved or approved (if applicable). Only the
received quantity can be changed by support representatives with no Edit permission. When the expected quantity
for all line items has been received, the order can be closed. Closed orders cannot be reopened or edited; at any
time, a support representative can set the status to a Closed status even if some items have not been received. Asset
records can be created for the total quantity if all of the expected quantity for a line item is received.

Count tracking can be enabled for asset types; if a Product record with a count-enabled Asset type is selected on a
purchase request and the Asset Create checkbox is enabled, the received count will be added to the Asset Wizard for
creating the Asset record.

Configuration Overview

Basic Configuration

+ Enable Purchasing functionality and set basic Purchasing options via Feature Basics. See “Setting Purchasing
Basics Configuration Options” on page 4. Note that Purchasing functionality can only be enabled if Asset
functionality is enabled (purchase requests use predefined asset types with associated vendors and products).

« Product records are grouped according to asset types; configure asset types via the Asset Management tab in the
Feature Basics screen. See “Configuring Asset Types” on page 7.

*  Product records must be associated with a product vendor. You can:

+ Designate customers and companies as vendors via the Vendor checkbox in the Customer or Company
Profile screen (accessed via the iSupport Desktop). Once this checkbox is selected, the Vendor Products
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section appears at the bottom of the screen for associating Product records later. (You can associate a vendor
in the Product screen as well.) See the online help for more information.

+ Designate support representatives as vendors in the Support Representative Profile screen. Note that if you
plan to use the Charge/Deduct Time Worked feature, the support representative entering work history must
be designated as a vendor.

+ Import vendor product data from a Microsoft Excel .xlsx file via the Vendor Product Import screen. See
“Importing Products for a Vendor” on page 15.

Use the Product screen to create Product records using predefined asset types and vendors, and enable a
product to be available via the mySupport portal. See the online help for more information.

Creating Purchase Requests

You can manually create purchase requests via the Purchase Request screen, as well as in the Incident, Problem,
Change, and Asset screens. See the online help for more information.

Customers can submit and view purchase requests via a mySupport portal. See the online help for more
information.

Customizing iSupport Defaults

Support includes a default Purchase screen layout with a comprehensive set of fields for tracking Purchase data,
but you can redesign it to include fields and tabs that are specific to your company. You can create different
layouts to assign to purchase request templates. See “Configuring Screen Layouts” on page 29.

You can create custom status labels for the Purchase status levels of Open and Closed. See “Defining Custom
Status Labels” on page 27.

If there are fields you need that are not included in iSupport by default, you can create custom fields. See
“Configuring Custom Fields” on page 17.

You can include a field for entering or automatically generating a custom number. See “Defining Custom
Numbers” on page 24.

You can enable your customers to submit and view Purchase Request records on mySupport portals, and you can
customize the submission and display screen layouts. See the online help for more information.

Sending Notifications

You can use Purchasing rules to send Desktop and email notifications when specified conditions based on
Purchase record fields or events are met; for example, you can configure a rule to send a notification when the
status of a Purchase record is modified. See “Configuring Rules and Rule Groups for Purchasing” on page 52. You
can use or copy and modify iSupport's default notifications, or you can create new custom notifications. You can
include data from Purchase records and designate any applicable recipients.

You can send correspondence email from the Purchase Request screen. Correspondence can include data from
Purchase Request records; correspondence templates can be utilized, and an Others to Notify list can be used
for keeping those not directly involved in the loop. See the online help for more information.

Using Workflow Features

You can create purchase templates for frequent requests with similar content. iSupport's Service Catalog
functionality enables customer requests of services, products, policies/procedures, etc. utilizing configured
purchase request templates. See “Configuring Purchase Request Templates” on page 42.

You can require a Purchase Request record to be approved before most functions can be performed; see
“Configuring Approval Cycles” on page 45. Approval cycles are initiated via Purchasing rules; see “Configuring
Rules and Rule Groups for Purchasing” on page 52. You can enable a support representative to override an
approval (specify a verdict) if not designated as an approver for the cycle in effect via a setting in the Core Settings
| Support Representative Profile screen.

You can set up cost centers and job functions for use in reporting. See “Configuring Cost Centers and Job
Functions” on page 16.
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You can automatically change field values on Purchase Order records via Purchasing rules. See “Configuring
Rules and Rule Groups for Purchasing” on page 52.

Count tracking can be enabled for asset types; if a Product record with a count-enabled Asset type is selected on
a purchase request and the flag to create an asset (when all items are received) is enabled, the received count
will be added to the Asset Wizard for creating the Asset record. See the online help for more information.

When entering work history in the Incident, Problem, and Change screens, you can add or deduct a charge on an
associated purchase order.

You can configure webhooks to post Purchasing data to a web application via Purchasing rules. See “Configuring
Rules and Rule Groups for Purchasing” on page 52.

Managing Purchase Records

You can use the Action menu in the View component on the Desktop to perform actions such as opening and
routing multiple items. See the online help for more information.

You can archive Purchase records. See “Archiving and Database Maintenance” on page 71.

You can configure roles/permissions for support reps and rep groups using Purchasing functionality via the
Support Representatives screen. See the online help for more information.
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Setting Purchasing Basics Configuration Options

The Purchasing Basics screen enables you to set basic options such as defaults and history options.

Completing the Basics Tab

Use the fields on the Basics tab to set miscellaneous configuration options.
Enablzs Features Basics
Bzt Management

Require Comments

Change Management

= =
mn
3

Enable Work Type on Work History Dialogs
Configuration Management

Default Work Type Support v |+
Incident Management

Knowledgs Management Enable Work Start and Stop Dates on Waork History Dialogs

Opportunity Management Display Work History and Time Worked Prompt on Purchase Save

Problem M t
abiem Hanagemean Require Time Worked in Work History for Purchase

Purchasing > o

Require Comment in Work History for Purchase
Sarvice Contract Management

= = = =
3

Include Customer Work History Yes WO
Survey

Include Work History Motes in Customer Work History Dialog _-~ Dia Net Include
® Automatically Indude

¥ Indude With Support Rep. Review

Default Status Open LR R
Default Closed Status When All Items Received Closed v+ |
Allowr Approvers to Edit During Approval Cycle Ho

Default Correspondence Template Purchasing Cover Letter % | 4+  #

Require Comments - Select Yes to require completion of the Comments field on a purchase request on initial save.
This setting applies to requests submitted via the Desktop and mySupport portals.

Enable Work Type on Work History Dialogs - Select Yes to include a Work Type field in the Work History dialog in
the Purchase Request screen.

Default Work Type - If the Work Type field is enabled, select the work type to appear by default in that field. Use
the *+ Create New and # View/Edit options to access the Work Types entry screen; see “Configuring Work
History Types” on page 41.
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Enable Work Start and Stop Dates on Work History Dialogs - Select Yes to include Work Start and Work Stop fields
in the Work History and Purchase Save dialogs in the Purchase Request screen.

' N
@ Add Work History Note - Dialog - .. (25050 [P |
-~
Work Type: Service El [
Work Start: B O w20/2019 11:45 AM o
Work Stop: E O 2020191207 PM o
Time Worked: Hr{s) | 22 Minq{s) E
Work History Comment:
Charge for this wor: | Work Hours E|
Rate: 5 50.00
Deduct for this work, | — Select a Line ltem — E| il
L A

The Work Start field defaults to the date and time the support representative loaded the work item. The Work Stop
field defaults to the current time, but there will be at least a one minute gap between the Start and Stop times. For
example, if a new purchase request is opened at 1:00 PM, the support representative works with the customer for 30
minutes, and then clicks the Add Work history option or saves and displays the Save dialog, the Work Start would be
set to 1:00 PM and the Work Stop would be set to 1:30 PM. This Time Worked field would show the 30 minutes of
time worked reflected by the gap.

Support representatives can type directly in the Work Start and Work Stop fields or use the ® calendar and @ clock
options to select the date and time; the difference will populate automatically. The & refresh optionwill set the date
and time to the current date and time (but the Work Stop date and time will adjust to be at least one minute past the
Work Start date and time).

Display Work History and Time Worked Prompt on Purchase Save - Select Yes to display the Save dialog every
time a support representative saves a purchase request.

Work History Comment: o
Verified support contract with vendar,

Charge for this work: | — Select 2 Produc — E| Rate: =

Deduct for this work: — Szlect 2 Line Item — E|

Require Time Worked in Work History for Purchase - Select Yes to require an entry in the Time Worked field in the
Purchase Save before the record can be saved in the Purchase Request screen.

Require Comment in Work History for Purchase - Select Yes to require an entry in the Work History Comment field
in the Purchase Save dialog before the record can be saved in the Purchase Request screen.

Include Customer Work History - Select Yes to include a field on the Purchase Request screen that includes work
history notes for display when customers view their purchase requests/orders on the mySupport portal. The field will
include basic purchasing events, and can include:

* A Customer Work History dialog
+ The contents of the Work History field, without review by the support representative
+ The contents of the Work History field, edited by a support representative.
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Include Work History Notes in Customer Work History Dialog - This field appears if including the Customer Work
History field. Select:

+ Do Not Include to prevent Work History field entries from inclusion in the Customer Work History field. Only
information on basic purchasing events will be included.

« Automatically Include to fill the Customer Work History field with the contents of the Work History field, without
review by a support representative.

* Include With Support Rep. Review to fill the Customer Work History field with the contents of the Work History
field and enable the support representative to edit it before including it in the Customer Work History field.

Default Status - Select the Open status level to display by default in the Purchase Request screen. Use the + Create
New and #° View/Edit options to access the Custom Status Labels screen.

Default Closed Status When All Items Received - Select the Closed status to assign to purchase orders when the
quantity received (before the slash in the Quantity field) is equal to the expected quantity (after the slash in the
Quantity field).

Allow Approvers to Edit During Approval Cycle - Select Yes to enable support representatives designated as
approvers (or those with Approval Override) to have access to all functionality except Status in records in an approval
cycle. You can configure the Pending Purchase Updated notification to be sent when the Edited During Approvals
event occurs via the Rules screen.

Default Correspondence Template - Select the correspondence template that will apply by default when a support

representative initiates a correspondence via the Purchase Request/Order entry screen. Correspondence templates

that are active and enabled for the Purchasing module will be available for this feature. Use the *+ Create New and
# View/Edit options to access the Correspondence Template screen.
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Configuring Asset Types

Use the Asset Management Types tab in the Core Settings | Feature Basics configuration screen to set up asset types
with fields and notifications for tracking similar assets (for example, printers and laptops).

Enzble Features Types Agents

Change Management Asset T";-’DES S

Configuration Management

Incident Management Creste Copy Celete Show Pending Deletion

Knowledge Management Type 1 Count Tracking Enabled Scanning Enabled Layout
Opportunity Mansgement [ cell Phone ] Mo Phones
Problem Managarment L) Computer es Yes Diefault
Purchasing [ Deskiop e Yes Default

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.

Use the Basics tab to set up asset types, enter a login for running asset scans, and set up optional and custom fields.

Desktop / Configuration / Core Settings / Asset Basics <

Custom Figlds Layout Laptops LIS N B
MaintenanceWarranty .
Rule Group Diefaud &ss=t Rule Group v || |
Enable Count Tracking On
Enable Scanning m off
Default User Hame for Dynamic Scanning Administrator
Default Password for Dynamic Scanning Resst
Default SNMP Community String for Dynamic public
Scanning
Optional Fields # Owmer ¥ Location
¥ Model ¥ Manufacturer
¥ Tag Mumber ¥ Sarial Number
# Purchass Dams ¥ Comments

Asset Type Name - Enter the name of the asset type. Asset types classify similar assets and enable custom and
optional fields to display when recording information about an asset.

Layout - Select the layout containing the fields and tabs that will display when the type is selected in the Asset
screen. Asset layouts are configured in the Asset Layouts configuration screen; see “Configuring Screen Layouts” on
page 29 for more information. If None is selected in this field, the layout designated as default in the Asset Layouts
screen will be used when an Asset record of this type is created.
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Rule Group - Select the Asset rule group that will take effect when an Asset record with the asset type is saved. Asset
rules perform actions when specified conditions based on Asset record fields or events are met; these actions can
include changing a field value, executing a webhook, and sending a notification via SMS, Desktop, or email.

Enable Count Tracking - Select Yes to enable Unit Count, Unit Label, Unit Cost, and Unit Price fields to appear in the
Asset screen if the type is selected. When an asset with the specified type is selected in the Incident, Problem, or
Change screen, a support representative with the Edit Used Count permission can enter the number of units used
and decrement the unit count. A Low Unit Count notification can be configured to be sent when the minimum unit
count is reached; it is sent on the schedule of the Asset Unit Count Tracking agent.

Desktop |/ Configuration | Core Settings f Assat Basics

Asset Type Hame Labar Hours
Custom Fields Layout Labor Hours i+,
Maintenance/Warranty
Rule Group Mone || *| &
Mozifications
Enable Count Tracking m off
Minimum Count Used 1.00
Default Count Used 1.00
Who to Notify of Low Unit Count 1 Othar
Email Addresses of Other Recipients akBgwi.com
Humber of Units Remaining to Send Motification 3.00
Enable Scanning an
Optional Fields LT ———
Model Manufacturer
Tag Numbsr Serial Mumbsar
Purchasz Dzt Commenits

Count-related fields will be included in the Asset screen if the type is selected.

Mew Wiew Configuration
H & @ O
Save Saweand Ext Print Delete  Printlabel Generate QR Code
File Actions
Type Labor Hours
Mame Facilitizs Hour
Tag Mumber
Location HG
Unit Label Howr
Unit Count 00E.00
Unit Cost $125.00
Unit Price $125.00
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When an asset with the specified type is selected in the Incident, Problem, or Change screen, a support
representative with the Edit Used Count permission can select the Edit Count Used link, enter the number of units
used, and decrement the unit count.

Update Asset Counts

Name Count Uised
T Support Hour 1.00 Haour

If a Product record with a count-enabled Asset type is selected on a purchase request and the flag to create an asset
(when all items are received) is enabled, the received count will be added to the Asset Wizard for creating the Asset
record.

Minimum Count Used - Enter the minimum amount that can be entered in the Count Used field in the Update
Asset Counts dialog.

Default Count Used - Enter the amount to appear by default in the Count Used field in the Update Asset Counts
dialog.

Who to Notify of Low Unit Count/Email Addresses of Other Recipients - A Low Unit Count notification can be
customized via the Custom Notifications screen. Select the person to whom the Low Unit Count notification
should be sent:

Select Owner to send the email to the owner assigned to the asset (in the Asset entry screen). The notification
will contain asset details (for example, the name, type, and expiration date.)

Select Other to send the email 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 Asset record.

Be sure to enable the Asset Item Inventory Tracking agent in the Asset Agents screen; it checks unit counts and
send notifications when the minimum is reached.

Number of Units Remaining to Send Notification - Enter the count (of total units remaining) at which the low
unit count notification should be sent.

Enable Scanning - Select Yes if asset scans will be performed on assets assigned this asset type. Asset scans can be
performed 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).

Default User Name for Dynamic Scanning/Default Password for Dynamic Scanning - If asset scans are enabled,
enter the user name and password to be used for accessing the machine to be scanned. This login will be validated

by the WMI process of the target machine in order to return the requested data. Traditionally, the login must be a
member of the Administrators group of the machine to be scanned, but permissions may be modified to a different
structure.

When a dynamic scan is initiated, the Dynamic Asset Scan dialog appears as shown below. If you have set up a
default user name and password for the selected asset type, the support representative can select Yes in the Use
Default Credentials checkbox to use this default user name and password.
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If No is selected in the Use Default Credentials field, the User Name and Password fields will be enabled for entering
a login.

Default SNMP Community String for Dynamic Scanning - If you wish to track non-Windows devices on your local
subnet, enter the SNMP community string (a text string that acts as a password for a network device). Community
strings are configured by administrators of network devices that support SNMP to allow varying levels of access to
the devices configuration and operational settings; this grants management tools read-only access to the remote
device. The default community string for read-only access to network devices is normally the word "public".

Note: If a login is used to access a Microsoft Windows XP machine, a profile and a folder are created in the
Documents and Settings folder.

The Dynamic Asset Scan dialog is shown below; it appears when a dynamic scan is initiated in the Asset or Incident
screen.

Check All Uncheck Al View Tour ¥
| Computer System | Operating System *| Modams ¥ Metwork Adapters
¥ Serviczs | Software Titkes ¥ Parzllel Fors | Serial Ports
#| Running Processes | Hot Fixes *| Port Connectors ¥ Logical Drives
¥ Infrared Devices ¥| Keyboards ¥| IDE Controllers | Floppy Contralars
¥| Dointing Devices ¥| Deskzop Monitors ¥ Video Cantrollers | PCMCIA Controllers
#| Procassors #| physical Mamary | Disk Drives #| CO-ROM Drives
¥ BIOS #| Systen Shots *| Floppy Drives

Haost Address: T
Llzer MName:
Pessword:
Commumnity: public
[ Scan

Note: If a login is used to access a Microsoft Windows XP machine, a profile and a folder are created in the
Documents and Settings folder.

In the Optional Fields section, select the checkbox next to each field that should display when the asset type is
selected in the Asset screen.
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Entering Custom Fields

In the Custom Fields section, select the Add link to set up a custom field that will display in the Custom Fields section
when the asset type is selected in the Asset screen.

Conditional Display Options Label Service Date

Tooltip Diate of service

Required On ﬂ

Type Date Field r

Default Value

Configuring Maintenance and Warranty Tracking

Use the Maintenance/Warranty tab to set up tracking of maintenance and warranty expiration dates. Expiration
notifications are enabled on the Notifications tab. Be sure to enable the Asset Reminder agent on the Asset tab in the
Asset Agents screen; see “Scheduling and Running Asset Agents” on page 28.

Basics Track Maintenance Information ﬂ Off

Custom Fields Who to Notify of Maintenance Expiration ¢ Owner Other

Maintenance/Marran >
Email Addresses of Other Recipients

Notifications

]
Ln

MNumber of Days After Asset Creation to Default
Maintenance Expiration Date

MNumber of Days Prior to Maintenance Expiration to 2
Send Reminder

Track Warranty Information ﬂ Off

Who to Motify of Warranty Expiration # Ohwmer Other

Email Addresses of Other Recipients

(]
n

Number of Days After Asset Creation to Default
Warranty Expiration Date

(]

Mumber of Days Prior to Warranty Expiration to
Send Reminder

Track Maintenance Information - Select Yes to enable maintenance notification functionality, which sends
notifications when a maintenance expiration date is near.
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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.

+ Select Owner to send the maintenance reminder email to the owner assigned to the asset (in the Asset entry
screen). The notification will contain asset 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 asset record.

Number of Days After Asset Creation to Default Maintenance Expiration Date - Enter the number of days
after the asset record is created to display as default for the maintenance expiration date.

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.

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.

+ Select Owner to send the warranty reminder email to the owner assigned to the asset (in the Asset 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 Asset Creation to Default Warranty Expiration Date - Enter the number of days after
the asset 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.

Selecting Notifications for Asset Events

Use the fields on the Notifications tab in the Asset Types screen to select notifications and recipients for
maintenance/warranty reminders. You can select the default notification or a predefined custom notification; select
Create New Custom Notification to access the Custom Notifications screen to create one. Note that the recipients
can include both support representatives and customers, and the default notification text is different for each.

I " Motification Event and Recipient Mapping
I" Maintenance Expiration Reminder
Custom Fields Chwner. Support Default ¥

Create Mew Custom Motification '

Maintenance/\Warranty iSupport Default
i~ Warranty Expiration Reminder
: ) L:“'I': Ll-t CI:-Iﬁt ‘.\Ct rca::lr

Maintenance Expiration Reminder - Select the recipients and notifications to be sent according to the settings on
the Maintenance/Warranty tab. The notifications will be sent on the schedule of the Asset Reminder agent.

Warranty Expiration Reminder - Select the recipients and notifications to be sent according to the settings on the
Maintenance/Warranty tab. The notifications will be sent on the schedule of the Asset Reminder agent.

Low Unit Count Notification - Select the recipients and notifications to be sent according to the settings on the
Basics tab. The notifications will be sent on the schedule of the Asset Item Inventory Tracking agent.
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Scheduling Asset Agents

Asset Reminder Agent/Time Agent Should Run Each Day - The Asset Reminder agent searches for warranty and
maintenance expiration dates. If it is the specified number of days before the warranty or maintenance expiration
date, it will send an email reminder to the individuals specified in the Asset record. Select Yes to enable the Asset
Reminder agent. After selecting Yes, use the Time Agent Should Run Each Day field to select the time the agent
should run.

Asset Reminder Agent

This agent sends notifications to the individuals specified in the Assat Configuration screen, based on the specified number of
devys prior to the warranty or maintenance expiration date.

Time Agent Should Run Each Day 1030 PM ¥

Asset Unit Count Tracking Agent -If count tracking is enabled for an asset type and the type is selected in the Asset
screen, a count and low item threshold can be entered for an asset. The count can be decremented via entries in the
Incident, Problem, and Change screens and notifications can be sent to the individuals specified in the Asset Type
Configuration screen when the count reached the specified minimum number of remaining units. Select Yes to
enable the agent to check unit counts and send notifications when the minimum is reached. After selecting Yes, use
the Time Agent Should Run Each Day field to select the time the agent should run.

Asset Unit Count Tracking Agent

This agent sends notifications to the individuals specified i the Asset Type Configuration screen based on the spedfied minimum
threshold of remaining wnits,

Enable (=4 Nio ﬁ

Time Agent Should Run Each Day 10:30 PM r

Asset Scheduled Scan and Monitoring Agent - After entering a scheduled scan and monitoring definition (see
“Configuring Scheduled Scans and Device Monitoring” on page 56), select Yes in this field to enable the Asset
Scheduled Scan and Monitoring agent which checks scheduled scan definitions, initiates scans according to schedule,
and enables monitoring if configured in an scheduled scan definition. This agent runs every minute. Network
monitoring processing adds device state change entries in the database. Use the Monitoring includes device state
change entries in the database; days to retain these entries field to control database growth by entering the
number of days in which these entries should stay in the database.

Asset Scheduled Scan and Monitoring Agent

This agent checks scheduled scan definitions, initates scans as scheduled, and enables menitoring  configured in an scheduled
scan definition,

Enable Yes QU

Manitoring indudes device state 30

change entries in the database;

days to retain these entries

Auto Asset Create from Scheduled Scan Agent - Assets can be created automatically for machines that are
involved in scheduled scans but not associated with an existing record; see “Creating Asset Records Automatically
Based on Scheduled Scans” on page 73 for more information. Enable this agent to create asset records for each
machine involved in an scheduled scan that does not have an association with an asset record. It will run every hour
based on the time at which the iSupport Agent Manager service is started. A dialog will appear for selecting the Asset
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record to be used as a template for automatically creating records; this is a good method to use for control in
building asset records.

Auto Asset Create from Scheduled Scan Agent

This 2gent creates an Asset record for 2ach asset scan that is not associated with an assat

Enable N E

Populate Asset Serial Number 05 Serial Mumber v
Field using

Default Asset Record Laptop 1 1)

Template for Automatic Asset

Creation

Populate Asset Serial Number Field Using - Select one of the following for populating the Asset Serial Number
field when Asset records are created automatically for machines that are involved in scheduled scans but not
associated with an existing record: the operating system serial number or the BIOS serial number. If the BIOS
Serial Number is selected but not available, the machine name or ID defined in the scheduled scan definition will

be used.

Asset Record Template for Automatic Asset Creation - Select this link to select the name of an existing Asset
record to use as a template when the Auto Asset Create from Scheduled Scan agent is run. The record'’s asset
type will determine the fields that will appear on the automatically-created record. See “Creating Asset Records
Automatically Based on Scheduled Scans” on page 73 for a table listing how the fields are populated.

License Management Agent - The License Management agent scans all scheduled scans and searches for instances
of the software titles specified in Software License Profile records. It compares the actual quantities found against
the conditions, flags the profiles that meet the conditions, and updates the profiles with the actual quantities.
Notifications are sent if configured.

License Management ﬁgE"t

This agent scans all inventory scans and szarches for the software titles sperified in Software License Profile records., It comipares
the actual quantities found against the condition spacified in the profiles, flags the profiles that mest the condition, and updates
the profiles with the actual counts,

Enable A= Mo ﬁ

Time Agent Should Run Each Day 12:30 AM v
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Importing Products for a Vendor

Use the Options and Tools | Integrate | Vendor Product Import screen to import Product data from a comma
separated value (.csv) or Microsoft Excel .xlsx file. Note that the Microsoft Access Object Library 12.0 must be
installed for this feature.

This configuration option requires customers, companies, or support representatives designated as vendors, and
you'll need Purchasing Author/Edit permissions in your Support Representative Profile record in order to use this
feature.

Vendor Type Support Representative T
Vendor Ron Dester N
File Name Choose File | ProductListA-3.xisx Load
Worksheet Software v
Vendor Source i Support Columns Mapped Columns
Allow Decim
-+
=
MName =soription Rate Azset Type Awailable to mySupport
LIMS WIP-E | LINX VIP-E $100.00 | Annunciator - Softwars
LIME WP LINE WP $100.00 | Annunciator - Software

+ Inthe Vendor Type field, select the type of vendor: Company, Customer, or Support Representative. Then select

the previously-defined company, customer, or support representative vendors to associate with the imported
Product records.

+ Inthe File Name field, select the Microsoft Excel .xIs file containing the product information. Click the Load
button to populate the Vendor Source column with the columns in the spreadsheet. The worksheets in the file
appear in the Worksheet field; select the worksheet containing the data to import.

* Map the columns in the Vendor Source list to the columns in iSupport.

+ To map a column, select a column in the Vendor Source list and the corresponding column in the iSupport
Columns list. Then click the right arrow =* button. The associated fields display under Mapped Columns.

+ Toremove an entry from the Mapped Columns list, select the entry and click the left arrow #= button.
+ Click the Preview button to display the mapped columns using data from the spreadsheet.

When finished, click the Import button to execute the import.

iSupport Software
Page 15



Configuring Cost Centers and Job Functions

Use the Purchasing Cost Centers and Job Functions screen to define cost centers and associated job functions for use
in reporting. You can associate cost centers with customers and companies via the Customer Profile and Company
screens, as well as the $ Associate Cost Center option on customer views on the Desktop.

If you wish to associate job functions with a cost center, first define the job functions by clicking the Create link on the
Job Functions tab in the Purchasing Configuration screen.

reate Delets

Cost Centers

Job Functions » ] Mame =

|:| B Lo lManager

Use the Cost Centers tab to create a cost center and associate job functions if applicable. Click the Create link to
display the Cost Center screen for entering the name, selecting the predefined job functions, and setting up
associated custom fields to appear when the cost center is selected in the Purchase Request/Order screen.

Hame Accounting

Job Functions Manager

Custom Fields:

Create Delete
|:| Row - Label Type Default Value Required  Awailable to mySupport | Conditional Display
R Expense Level  Text Box Mo Yes Mo
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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 22 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 22 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.
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« 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
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Defining Custom Numbers

You can include a field on the Incident, Problem, Change, Service Contract, and Purchase Request screens for
entering a custom number, or an automatically generated number consisting of a prefix, suffix, and sequence that
you configure. The number can be up to 15 characters.

The Custom Number configuration fields appear after selecting Yes in the Include Custom <record type> Number
field. There are two methods for configuring custom numbers: a manually entered option or an automatically
generated option.

Configuring a Manually Entered Number

The Manually Entered option displays a field for entering a custom number. Select Yes in the Required on Save field
to require entry in this field before the work item can be saved. Select Yes in the Mark Read Only Once Saved field to
prohibit entry in the field after the work item is saved.

Include Custom Incident Number u Mo

Custom Number Label 1D (14 characters maximum) L]

Method Automatically Generated m
Required on Save u Off

Mark Read Only Once Saved On ﬂ

Configuring an Automatically Generated Number

The Automatically Generated option creates numbers automatically based on prefix, suffix, and sequence settings
that you configure. You can either use a static (fixed) custom prefix and suffix, restricted via a start and end number
if desired. Prefixes and suffixes can be static (fixed) or dynamic; however, if you have a dynamic prefix you must have
a static suffix. The number cannot exceed 15 characters; the box above the Use Prefix field contains a current
character count and example of your entries.

Current Character Count 12 out of 15
Prefix 3
Suffix 3
Sequence Number 6

Custom Number Example LEL1LOL

Configuring the Prefix

In the Prefix Options section, select the Use Prefix checkbox to configure characters that will precede the custom
number. Then select the prefix type: static (fixed) or dynamic (a day, month, and/or year combination).
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« If using a Static prefix type, enter the characters (letters, numbers, or symbols) in the Prefix field.

Use Prefix Off

Prefix Options

LBEL

Prefix Type

Prefix

« If using a Dynamic prefix type, select the day, month, and year combination in the Prefix field. You can optionally
enter a character (such as a hyphen) in the Prefix Separator field. Note that the year will change when the first

work item is created after 12:00pm on December 31.

Prefix Options

ddmmmyy (08Mari1g)

Prefix Type

Prefix
mmmyy (Mar1g)

[ ] N b las sl
yyyy (2015)

Prefix Separator

(Optional, 1

character maximum) 'ﬂ'

Configuring the Sequence

Use the fields in the Sequence Details section, to configure the sequence number between any configured prefix and

any configured suffix.

« Enter the number to start the sequence in the Start Sequence At field.

* Your selection in the Prefix field will determine the Restart Sequence field. If you select yyyy and you wish to
restart the sequence when the first work item is created after 12:00pm on December 31, select Yes in the Restart

Sequence Yearly field.

+ If you wish to restart the sequence after the sequence number reaches a specified maximum (for example, after
the sequence number reaches 1000), enter the maximum number in the Restart Sequence After field. If not

specified, sequence will restart at maximum allowed (999999999).

Sequence Details
Start Sequence At

Restart Sequence Yearly:

Configuring the Suffix

Select On in the Use Suffix field to configure characters that will be placed after the custom number. If using a

Dynamic prefix type, you'll need to use a static suffix.
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+ If using a Dynamic suffix type, select the day, month, and year combination in the Suffix field. You can optionally
enter a character (such as a hyphen) in the Suffix Separator field. Note that the year will change when the first
work item is created after 12:00pm on December 31.

Suffix Options
Suffix Type Static m
Suffix ddmmmyy ((8Mar1g)
& mmmyy (Mar1g)
yyyy (2019)
Suffix Separator - (Optional, 1 character maximum) &

« If using a Static suffix type, enter the characters (letters, numbers, or symbols) in the Suffix field.

Suffix Options

suffix Type m Dynamic

Suffix LOL
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Defining Custom Status Labels

Use the Options and Tools | Customize | Custom Status Labels screen to create custom labels for iSupport's work
item status levels. These labels will be included in views and reports, and will appear for selection in work item
screens; however, you can restrict access via the Template and Support Representative Group configuration screens.
Use the Order of Precedence link in the Custom Status Labels screen to set which will prevail if both a template and
a support representative group have a restricted status.

You can also create labels that will appear to customers using mySupport.

If you have the Incident Management Edition, you can define labels for the following work item types:
+ Incident: Open, Closed, Suspended, Scheduled, Reopened
+ Service Contract: Active, Inactive, Suspended, and Expired.

If you have the Service Desk Edition, you can define labels for the following of work item types:
+ Change: Open, Closed, Suspended

+ Problem: Open, Closed

+ Purchasing: Open, Closed

Note: For all except Company and Configuration Item, there must be at least one status label of each type. For
incidents, there must be only one Reopened and Scheduled type.

Desktop [ Configuration / Options and Tooks [ Customize [ Custom Status Labels

Statuses s=are
Changs Craatz Delzt= Ordar of Precedence
Company Labal mySupport Label Type Posiion T Defauls List
BTy O r 4 Open Open Open i Yes
O r Closed Closed Closed 2 Yes
i O ra Suspended Open Suspended 3 Mo
Furenzse O & Reopensd Open Reopensd 4 Yes
service Contract o 7 Scheculed cchechied Scheduled | 5 Vs
O ra Lipdate Added Ipdated Open & Mo
O 4 In Process In Process Open 7 Ves
O ra Customer Submitted  Customer Submitted  Open ] Yes
O ra Dieclined Declined Open g Mo

Label - Enter the name for the status.

mySupport Label - Enter the status label to appear on the mySupport portal. Enable the status label via the <work
item type> Display tab in the Core Settings | mySupport | Portals | Options configuration screen.

Type - Select the basis for the custom status label: Open, Suspended, Reopened, or Closed. Note: Since there can
only be one Reopened status label, it will not be available for new status labels.

Position - Select the number of the position for the status to display in the Status field dropdown list. (Row one will
be the first status, row two will be the second status, and so on.)

Default List (incidents/changes) - Enable to include the status as an available option in the default list that will
appear in the Status field when a support representative creates a new incident or change. If not enabled, the status
will only display if configured for a template that has been applied, set as the default status (on Incident or Change
Basics for an email account or mySupport Portal Options), or a rule configured with the Change Status Label action is
met. Note that status label display can also be controlled via the Restrict Statuses/Statuses to Display fields on the
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Advanced tab in the Incident and Change Templates screen and on the Work Item Ul tab in the Rep Group
configuration screen (applies only to each support representative’s primary group).

iSupport Software
Page 28



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 36.

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 Work History Types

Use the Options and Tools | Customize | Work History Types screen to create custom entries for support
representatives to select to describe the work performed on a work item. As shown in the example below, these
entries will display as options in the Work Type field in the Work History and Save dialogs in the Incident, Problem,
Change, and Purchasing screens. The Work Type field is enabled for incidents, knowledge entries, problems, and
changes in the Feature Basics screen.

@ Add Work History Note L] B )
s
s

Work Type: Billable

Work Start: B D 972016 11:40 AM
Work Stop: @ O 972015 12:45 PM
N

Time Worked: 1 Hrfs) | & Min{s)

Work History Comment:

Ran diagnostic tests, applied operating system patches

Use the Name field to enter work history types. In the Position field, select the number of the position for the status
to display in the Status field dropdown list. (Row one will be the first status, row two will be the second status, and so
on.)

Desktop ¢/ Configuration !/ Options and Tools !/ Customize / Work History Types

Work History Types S x
Create Delete
Mame Paosition &
Bl =] o 5 i
|:| Fa Travel 1
|:| F Work 2
0| - Billable 3
|| Menkillable rl
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Configuring Purchase Request Templates

Use the Purchasing Purchase Request Templates screen to create templates for purchase requests that occur
frequently. You can set defaults for populating fields in the Purchase Request screen and mySupport portal (if
applicable).

Basics > Name Mew Employes Equipment
Cuskom Fields Default Status Open v |+ &
Format Append Short Description/ Comments to Existing Text an m
Attachmeants

Make Available to Support Representatives m ar

Make Available to mySupport n ar

Short Description Mew Employes Eguiprment

Approval Cydle HR Approral v+ #

Rule Group Defzult Purchase Rule Group LI R

Cost Center Mccounting |+ | #

Job Function Manager

Recipient Unassigned | =  # Create: Customer = Support Rep

Requested By Unassigned | =  # Create! Customner = Support Rep

Bill To Unassigned | — | # Creake: Customner = Support Rep

Comments as Placeholder an m

Comments

A Line Tlam Delete Line [lem
Azsat Type  Vendor Product CQuantity Rate Amount  TaxesAndFess  Total Comments Expectad (Days) Delivery (Days] Assst Creaks
s CellPhone  Technology PCS '2:2? 1 $600.00 | $600.00 $49.20 i) 584920
5500.00 4520  se45.20

Name - Enter a name for the purchase request template. This name will display for selection in the Purchase Request
screen.

Default Status - Select the open status level to populate the Status field in the Purchase Request screen. Use the +
Create New and # View/Edit options to access the Custom Status Labels screen.

Append Short Description/Comments to Existing Text - Select Yes to add a blank line and the text from the Short
Description and/or Comments field to existing text when the template is applied to a saved purchase request.

Make Available to Support Representatives - Select Yes to include the template in the list of templates for
selection in the Purchase Request screen.

Make Available to mySupport - Select Yes to allow the template to be used on the mySupport portal. You can
create a link to the template using the mySupport Navigator screen.

Short Description - Enter the text to populate the Short Description field in the Purchase Request screen.

Approval Cycle - Select the predefined approval cycle to assign to purchase requests created via this template. This
will override any other approval cycle (customer, category) associated with a purchase request.

Rule Group - If applicable, select the rule group to apply when the template is selected in the Purchase Request
screen. The rule group assigned to the template will replace any existing rule groups that may be in effect (for the
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customer or customer’'s company). Use the + Create New and # View/Edit options to access the Purchasing Rule
Group screen; see“Configuring Rules and Rule Groups for Purchasing” on page 52 for more information.

Cost Center - Select the cost center to populate the Cost Center field in the Purchase Request screen.
Job Function - Select the job function to populate the Job Function field in the Purchase Request screen.

Recipient - Select the support representative or customer to populate the Recipient field in the Purchase Request
screen.

Requested By - Select the support representative or customer to populate the Requested By field in the Purchase
Request screen.

Bill To - Select the support representative or customer to populate the Bill To field in the Purchase Request screen.

Comments as Placeholder - Select On to remove the configured text in the Comments field when the user clicks in
the field in the Purchase Request screen.

Comments - Enter the text to populate the Comments field in the Purchase Request screen. If On is selected in the
Comments as Placeholder field, the text will disappear when the user clicks in the field in the Purchase Request
screen.

Adding Line Items

Click the Add Line Item button to add line items to the purchase request template. After making an entry, use the &
Save option to save it or the = Cancel option to undo your entry. Use the # Edit option to modify an entry.

Asset Type - Select the predefined asset type associated with the product to be included on the purchase request
line item. Count tracking can be enabled for asset types; this will cause Unit Count, Unit Label, Unit Cost, and Unit

Price fields to be included on an Asset record if the type is selected. If a Product record with a count-enabled asset
type is selected on a purchase request and the flag to create an asset (when all items are received) is enabled, the
received count will be added to the Asset Wizard for creating the Asset record.

Vendor - Select the vendor associated with the product to be included on the purchase request line item.
Product - Select the product to populate the Product field on the purchase request line item.

Delivery (Days) - Enter the number of days (after the purchase request creation date) to be used in the calculation of
the date to display by default in the Delivery field on the purchase request line item.

Expected (Days) - Enter the number of days (after the purchase request creation date) to be used in the calculation
of the date to display by default in the Delivery field on the purchase request line item.

Quantity - Enter the number to populate the Quantity field on the purchase request line item.

Rate/Amount - Enter the cost to be multiplied by the entry in the Quantity field; the result will be included in the
Amount field for the purchase request line item.

Taxes And Fees - The taxes and fees associated with the product and vendor appear. Taxes and Fees records are set
up via the Taxes and Fees screen (accessed via the Desktop Create menu).

Asset Create - Select this checkbox to create Asset records for the total quantity when all of the expected quantity
for the line item is received. If a customer is the recipient on the order and the asset type uses the Owner field, those
records will be populated with the customer. A link to the purchase order will be included in the History section of
the Asset record and a link to the newly created Asset records will be included in the History section of the purchase
order.
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Adding Custom Fields

The Custom Fields tab contains custom fields configured via the Custom Fields screen; select the values to populate
custom fields by default in incidents created by the template.

Baszics Budget Code: 200

Custom Fields

Expense Level:

Formatting the mySupport Purchase Request Submit Screen

Use the Format tab to add formatted text and images to appear at the top (header) and bottom (footer) of the
mySupport Purchase Request Submit screen.

mySupport Header:

Basics - - -
Contact your supervisor if you have questions,

Custom Fields

Attachments

mySupport Footer:

[A followup email will be sent to you after subrmission,

The header and footer will appear as follows:

Contact vour supervisor if you have guestions.
n
Recipient: Steve Johnson

Bill to: Al Bro
Details Line tems Attachments

Line tems:
+ —

Dezk Calendar Asset Type iz Office Supplies | Vendor iz Office Supply Depot | Quantity iz 0/ 1 | Rate is $5.00 | Amount iz $5.00
Comments are | need one for 2015

@ Paper Azzet Tvpe iz Office Supplies | Vendor iz Office Supply Depot | Quantity iz 0/ 1| Rate iz 34.00 | Amount iz $4.00

Comments are Please get heavyweight copy paper.

Total Amount is $9.00

A followwup email will be sent to vou after submission.

iSupport Software
Page 44



Configuring Approval Cycles

The Approval feature requires work items to be approved by designated approvers before most functions can be
performed. (You can, however, enable modifications via a setting in the Incident, Change, and Purchasing Basics

screens.)
Desktop | Configuration [ Oplions and Tools [ Automate [ Approval Cydes

Approval Cycles Search.., x
Create Copy Delste Agent Show Pending Deletion
Mame T Allow Ad Hoc Use Drescripbion
Application Access Approvals fas
Facilities Approvals fas
HR. Approval Mo
IT Approvals Tes
Maintenance Approvals Yas Mairtenance Approvals
Metwork Security Category Approvals Tes
Ower $500 Approvals Yes Approval cycle for purchase requests over 5500

T Denctes Pending Deletion

You can 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. When the Show Pending Deletion link is selected, records that
are pending deletion will display with a cross symbol.

Approvers can be support representatives or customers, and delegates can be set. See “Specifying Approvers” on
page 49 for more information.

Approval cycles are applied to incidents, changes, and purchase requests as follows:

« The customer, company, selected category (for incidents and changes), or template has an associated approval
cycle.

« Arule thatinitiates an approval cycle is in effect for an incident, change, or purchase that meets configured
conditions. Multiple cycles can be specified for a rule group but only one cycle can be active at a time, and
approval functionality is not affected by the business hours configured for a rule group. If a canceled or
completed cycle needs to be run again, the rule it is linked to will need a condition that can be set on the work
item or the support representative can initiate an ad hoc approval. If the cycle associated with a category is
specified, the lowest level category is checked and if no cycle is associated, the next (higher) level is checked, and
so on up the category hierarchy.

+ Anad hoc approval cycle is selected by the assignee via the £ Ad Hoc Approval option. Note that an active ad
hoc approval cycle for an incident or change will not be cancelled when the effective rule group changes; any
approvals that are defined by the new effective rule group will initiate after the ad hoc cycle is approved.

PO Approvals
Printer Maintenance Reguest®

Change Approvers: m

Unsaved changes on the incident will be discarded.

* Asspciated with category, customer and/or company
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The status of the work item will change throughout the process as configured for the initial status, final approval,
final decline, and cancellation. Notifications can be sent for approval events and verdicts.

Specifying a Verdict

When an approval cycle is in effect, an alert bar will appear with an action dropdown for specifying a verdict and/or
comments for the next approver(s) in the current approval cycle or support representatives with approval override.

This ticket is pending your approval. Select an Action El

Select an Action

Dedline
Customer Comment Cnly Azsignee  Bamy White €
3675303 [g Cancel Approvals
Steve Johnson NUumber CCBCZ21E07 Created 12112012 11:11:07 AM
sji@example. com
LBLSoft, Inc. Status Suspended Followup | 12/14/2012
380-397-1004 -
Accounting Manager Erigrite L ]| Centract SJWork ltems €

The following will appear if a support representative is not the current approver but has approval override:

This incident is pending approval. To provide approval ocvemride: Select an Acdtion E| for Bamy White

The alert bar will only include a message stating "This <work item type> is pending approval" for support
representatives who do not have approval override or are not the next approvers for the current cycle.

The following can be selected:

+ Approve - Ifitis a concurrent cycle, the approval cycle will stop if the number of Approve verdicts specified for
the cycle is reached. All approvers must specify an approval for a serial cycle.

+ Decline - A Decline verdict requires an entry in the Comments field. In a serial cycle, the cycle reaches final
decline if one of the approvers sets a verdict of Decline. In a concurrent cycle, the approval cycle will stop if the
number of Decline verdicts specified for the cycle is reached. If any approval cycle results in a Decline verdict, no
further cycles will apply.

+ Comments Only - When a Comments Only verdict is specified, the comments will be included in notifications
sent to designated recipients.

+ Cancel Approvals - A Cancel Approvals verdict requires an entry in the Comments field, and the comment will be
included in the Approval Audit History entry. If the Cancellation Status configured for the approval cycle is a
Closed status, the comment is appended to the text in the Resolution field (for incidents), Results field (for
changes), or Comments field (for purchase requests). An approval cycle can be cancelled by the customer or any
support representative with Edit permission (whether or not they are an approver or have approval override).

A reminder notification can be configured to be sent a specified number of hours after the initial approval request is
sent; it can be configured to be sent repeatedly until a verdict is specified.

If the status is changed to Closed via data override, the cycle will be cancelled and notifications will not be sent. Note
that if an incident or change is reopened, approvals do not automatically restart.

If a rule group-required cycle is completed or canceled, the £ Initiate Ad Hoc Approval option will be available for
initiating another approval cycle.
Configuration Overview

Do the following to configure approvals:

« Enable approval functionality via the Global Settings screen.
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Configure approval cycles via the Options and Tools | Automate | Approval Cycles screen. You can designate
approvers, assign default status levels, and create customized notifications for approval events.

Approval cycles are automatically initiated via rules in the rule group that is in effect for a work item. Use the
Rules and Rule Groups screens to configure the rules that will trigger either an initial approval cycle or a cycle

associated with a category, customer, template, or company.

Configure additional approver options:

Enable support representatives to override an approval. Use the Support Representative Profile screen to
enable a support representative to specify a verdict if not designated as an approver for the cycle in effect.

In the Support Representative Profile and Customer Profile screens, you can select an approver delegate who
can specify a verdict in place of the approver(s) designated for an approval cycle.

Use the Allow Approvers to Edit During Approval Cycle field in the Incident, Change, and Purchasing Feature
Basics configuration screen to enable support representatives designated as approvers (or those with
Approval Override) to have access to all functionality except Status in records in an approval cycle. Use the
Recipient Notification Mappings field to select the recipients and notifications to be sent to others in the cycle
that have previously approved the record.

If using the customer’s approver for a cycle, designate approvers via the Customer Profile screen.

If applicable, associate approval cycles with categories (for incidents and changes), customers, companies, and
templates.

If customers will be approving, add the Approval button to the applicable display page via the mySupport |
mySupport Options screen.

Creating an Approval Cycle

Use the Approval Cycle screen to configure approval cycles consisting of serial or concurrent approvers, notifications,
and statuses to assign while the cycle is in effect, final approval/decline, and cancellation. The same approval cycles

are used with incidents, changes, and purchase requests; however, you can designate statuses and notifications that
are specific to each type of work item.

. C sao i s T -
Default Statuses > Description Review by Tier Il reps
Approvers >
Incident Notification Events 3

Avallable for Ad Hoc Use u Off
Change Motification Events  »

Concurrent

Purchasze Motification Events ¥ Type of Approval

Name - Enter a name for the approval cycle.

Description - Enter a description of the approval cycle.

Available for Ad Hoc Use - Select Yes to enable the approval cycle to be available in the Incident, Change, and
Purchase Request screens for support representatives to initiate on saved records.

Type of Approval - Select:

Serial to enable approvers to specify a verdict one at a time in a designated order. All approvers must approve
the incident or change (if enabled), and the cycle will stop if an approver specifies a Decline verdict.

Concurrent to enable all approvers to specify a verdict at the same time. The cycle will complete after the number
of Approve verdicts is equal to the number in the Number of Verdicts Required for Final Approval field. The cycle
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will stop after the number of Decline verdicts is equal to the amount specified in the Number of Verdicts
Required For field.

Number of Verdicts Required for/Final Approval/Final Decline - This field appears if Concurrent is selected in the
Type of Approval field.

+ Inthe Final Approval field, select the number of Approve verdicts needed to complete the cycle.

« Inthe Final Decline field, select the number of Decline verdicts needed to stop the cycle.

Default Statuses

Use the Default Statuses tab to assign a status to each stage of the approval cycle.

Incident Approval Statuses

Basics
Default Statuses ¥ Initial Status Cpen E| += 7
Approvers . .
Final Approwal Status Dispatached L ra
Incident Motification
Events Final Decline Status Closed E| =+ rd
Change Motificatio
.sr'=_. retE=En Cancellation Status Suspended E| e ra
Events
Purchase MNotification Change Approval Statuses
Events
Initial Status Fending Approval E| L ra
Final Approval Status Approved E| + e
Final Decline Status Dedlined B = 7
Cancellation Status Suspended E| = rd

Purchasing Approval Statuses

Initial Status Pending Approval E| L ra
Final Approval Status Open E| += 7
Final Decline Status Open E| + rd
Cancellation Status Closed E| + s

Default Approval Incident/Change/Purchase Statuses - Select the status to assign at each stage of the approval
cycle. Use the + Create New and # View/Edit options to access the applicable Custom Status Label screen.

« Inthe Initial Status field, select the status to assign when an incident with the rule group is initially saved.
+ Inthe Final Approval Status field, select the status to assign when:
+ For a serial cycle, all approvers have specified an Approve verdict.

« For a concurrent cycle, the number of Approve verdicts is equal to the number in the Number of Verdicts
Required for Final Approval field.

« Inthe Final Decline Status field, select the status to assign when:

« For a serial cycle, an approver specifies a Decline verdict.
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« For a concurrent cycle, the number of Decline verdicts is equal to the number in the Number of Verdicts
Required for Final Decline field.

« Inthe Cancellation Status field, select the status to assign when a support representative with Incident Edit
permission or customer assigned to an incident specifies a Cancel Approvals verdict.

Specifying Approvers

Use the Approvers tab to specify the approvers for the approval cycle. Note that a support representative can change
the approvers if an ad hoc approval cycle is initiated.

A customer can be assigned an approver (support representative or another customer) in their Customer Profile
record; if using Active Directory integration as a customer data source and a record in Active Directory has a value in
the Manager field, the AD manager will be populated in that field. An approver delegate can be set for a customer in
their Customer Profile record; if enabled in the mySupport Portal Options screen, a customer can designate their
own approver delegate via the mySupport Portal Account Settings screen.

Approver delegates can specify a verdict on work items pending approval for the specific customer or support
representative to which they are a delegate.

If a support representative is designated as an approver, any lower level permissions are overridden (for example, if
the representative does not have permission to edit but is designated as an approver, a verdict can still be
submitted). Approver override can be enabled for a support representative in their profile; this allows them to
specify a verdict on any work item pending approval that they can access. Another support representative can be
designated as a delegate for a support representative via their profile, and a support representative can designate
their own delegate via the Preferences screen on the Desktop.

In the Use Customer’s Approver field on the Approvers tab in the Approval Cycle configuration screen, select Yes if
you wish to use the approver specified in the Approver field in the Customer Profile screen. If it is a serial cycle, use
the Customer Approver Approval Order field to specify the position of the customer’s approver in the order for the
cycle. Use the Default Approver field to specify an approver to use if the Approver field is blank in the Customer
Profile screen. Click the Add link to select support representative or customer approvers. Be sure to click the Add
button at the bottom of the screen when finished. The selected approvers appear in a list; if it is a serial cycle, you
can change the order in which approvers will specify a verdict by clicking the approver's name to display a numeric
dropdown field in the Order column.

Basics 5 Use Customer's Approver ﬂ Mo

Default Statuses ? Customer's Approver Approval Order

Approvers >
Default Approver: Mary Smith

[N

Incident Notification Events ¥

Add Remove

Change Motification Events  »
[] Order a Mame Type

Purchase Motification Events 2
O Connor Flynn Support Representative
] 3 Mina 5imone Support Representative
] 4 Barry White Support Representative

Configuring Approval Notifications

Use the Notifications tab to configure notifications to be sent for all approval events. For each event and recipient
you can select iSupport’s default notification, a predefined custom notification, or you can select Create New Custom
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Notification to access the Custom Notifications screen to create one or view default notification text. Notification
recipients can include both support representatives and customers, and the default text is different for each.

Basics v Approval Initiated

Default Stabuses
= Approval Requested

Approvers
Incident Notificsti Customer Approver Support Default v [+ | #
Events >
Customer Approver Delegate Mo Motification W4
Change Motification
Events .
Support Representative Approver Mo Motification v |+ #
Purchass Nokificabion (via Email)
Events
Support Representative Approver Mo Maotification LAl
(via Alt Email)
Support Representative Approver Suppert Default w4 |
Delegate

+ Approval Requested Reminder

+ Approval Request Approved

v Approval Request Declined

+ Final Approval

¢ Final Decline

+ Approval Comments Added

v Approvals Cancelled

Approval Initiated - Select the recipients and notifications to be sent when the <Incident/Change/Purchase> is saved
with an associated approval cycle.

Approval Requested - Select the recipients and notifications to be sent when the applicable work item requires
approval. You can select Customer Approver, Support Rep Approver (via email), and/or Support Rep Approver (via
alternate email).

If a concurrent cycle is in effect, the notification will be sent to all designated approvers in the cycle. For example, if
both Customer Approver and Support Rep Approver are selected, the notification will be sent to all of the customer
approvers and support representative approvers for the cycle.

If a serial cycle is in effect, the notification will be sent to the next approver in the cycle.

Approval Reminder - This section appears when the Approval Requested Reminder Event is selected. Select Yes to
enable a reminder notification to be sent on an interval basis if the approvers have not submitted a verdict after the
approval request is sent.

Approval Requested Reminder - This section appears when the Approval Requested event is selected. Select Yes to
enable a reminder notification to be sent if the approvers have not submitted a verdict after the approval request is
sent.
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Use the Send Reminder <x> Hour(s) After Approval Request Sent field to specify the number of hours after the
approval request is sent in which to send the reminder notification. Use the Maximum Number of Reminders field to
enter the maximum number of times in which the notification should be sent.

Select the recipients and notifications to be sent a reminder notification on an interval basis if the approvers have
not submitted a verdict after the approval request is sent.

Notifications are sent on the schedule of the Approval Reminder agent on the Agents tab; be sure to enable and set
the interval for this agent.

Request Approved - Select the recipients and notifications to be sent when an approver or support representative
with approval override submits a verdict of Approved.

Request Declined - Select the recipients and notifications to be sent when an approver or support representative
with approval override submits a verdict of Declined.

Final Approval - Select the recipients and notifications to be sent when an approver or support representative with
Approval Override submits a verdict of Approved and:

« Ifaconcurrent cycle is in effect, the number of approval verdicts is equal to the number specified in the Number
of Verdicts Required for Final Approval field on the Basics tab.

« If aserial cycle is in effect, the approver is the last in the cycle.

Final Decline - Select the recipients and notifications to be sent when an approver or support representative with
Approval Override submits a verdict of Declined:

+ If a concurrent cycle is in effect, the notification is sent when the number of Decline verdicts is equal to the
number specified in the Number of Verdicts Required for Final Decline field on the Basics tab.

« If aserial cycle is in effect, the notification is sent whenever a Decline verdict is submitted.

Comments Added - Select the recipients and notifications to be sent when an approver or support representative
with Approval Override submits a comment.

Approval Canceled - Select the recipients and notifications to be sent when the approval cycle is canceled by the
customer or a support representative with <Incident/Change/Purchase> Edit permission.

iSupport Software
Page 51



Configuring Rules and Rule Groups for Purchasing

Use the Purchasing Rules screen to create rules that will automatically perform actions when specified conditions
based on Purchase Request record fields or events are met. This functionality can be used to automatically:

+ Change values in the Customer and Rep Bill To, Customer and Rep Recipient, Customer and Rep Requested By,
and Status fields, as well as any custom fields; a template can also be set

+ Send notification via email, Desktop, and SMS
+ Initiate an approval cycle
+ Execute a webhook for posting purchasing data to a web application

In order for a rule to be utilized, it must be included in a rule group. When a purchase request is saved, the matching
rule group is first determined. Then, all rules in that matching rule group are evaluated. If a rule’s conditions are met,
its actions are performed.

Rule groups are applied to purchase requests through customers, companies, and purchase templates. (If a
customer profile does not have an associated rule group, the rule group associated with the customer's company will
be used for the customer.) You can specify the order of precedence if multiple rule groups apply, and the rule group
designated as default will be used if none are applicable. Note that rules in the associated rule group will not execute
while a purchase request is pending approval.

A default purchase rule group will be included in iSupport on installation or upgrade. Upgrades will convert
previously configured notifications into rules and rule groups. You can use the Purchasing Rule Groups screen to
create rule groups and assign them to customers, companies, and templates. (You can also assign rule groups via
those entry screens.) See “Creating Rule Groups” on page 62 for more information.

Rule Types

« On Purchase Save rules do not incorporate time frames; when a purchase request is saved, rules in the
associated rule group are evaluated and if true, their actions are performed.

Hame Initiate Approval for Total Owver 500

Configure Conditions

Rule type is 0n Purchase Save E| Q
Hours of Operation: Mone E| + ra
Match A El of the following conditions: s | aas

Initizte Approvalks E'In'rtiﬂlﬂppru-.-ﬂlwcle: Maintenance Approvals Configure =
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Time-Based and Time-Based: Cumulative rules incorporate time frames with conditions; when conditions are
true upon purchase request save, the date and time that the interval time frame would be reached is recorded
and monitored by the Time-Based Rule agent. This agent runs every minute.

Name Purchass Request Pending Approva

Configure Conditions

Rule type is Time-Based E| 2]
Hours of Operation: Nons El . #
Match | & E| of the following conditicns: o+

Purchass Status B B Pending &pproval (Open) B | =

Configure Time Frame Intervals and Actions

n

Intervals Time Minutes/Hours/Day(s)

1 £.00 Hours E| + | @
Muotify - Ema B Anthor B With | Defaul Notification B Approvals - Reminder - REJB e + 7 + -0

If the conditions required to meet the rule do not change before the interval time frame is reached, the agent
performs the actions specified. If conditions change prior to the recorded date and time:

+ Time-Based rules will clear all pending actions and if conditions are met again the time frame will restart.

+ Time-Based: Cumulative rules will suspend all pending actions and if conditions are met again the time
frame will include previous amounts of time in which conditions were met.

Note: If you change a condition, time interval, or time value in an existing time-based rule and interval timers are
in process for any records associated with it, the timers will be reset.

If a date or date/time custom field is created for purchases, Time-Based: Important Dates rules enable you to
specify a number of days before or after the value in a specified date field. This type of rule will be evaluated
when the defined number of days before or after the value in the specified date field occurs. Actions will be
performed if the rule's conditions are met at the time the Time-Based Rule agent runs.

Desktop ! Configuration / Options and Tools [ Awtomate / Purchase Rules

Name Marager Approval Remindas

Rule Groups Configure Conditions
Rule type is Time-Based: Important Dates ¥ Q@
Hours of Operation: Monie Y|+ £
Match | All ¥ | of the followsng conditions: + -
— Select a Target — b s T b + -

Configure Time Frame Interval and Actions

1.00 Day(s) | Before ¥ | Custom Field | Manager Approval Date W
Matify - Ema ¥ || Approvers ¥ | With| Defsult Motificas ¥ || Approvals - Reminder-Rep ¥ |[@ |4 || F | |4
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Ensure that the Time-Based Rules agent is enabled via the button in the Rules list screen.

Edit Agent Settings

Thiz agent searches all configured time-based rules, monitors time frames, and performs
configured actions if conditions in the rules are met.

Enable Yes Mo

Creating Rules

Rule creation involves entering a name for the rule, selecting the type of rule, selecting one or more conditions and
time frame intervals if applicable, and then selecting one or more actions to perform if those conditions are met. The
type of rule will determine the fields that appear. All rules include conditions and actions; see the following sections
“Configuring Conditions” on page 54 and “Configuring Actions” on page 56 for more information. See “Creating Time
Frame Intervals for Time-Based Rules” on page 59 for information on configuring interval time frames and actions to
perform with each set of intervals.

A configured Hours of Operation definition of 24 hours a day/seven days a week or selected date and time ranges

can be used for the effective time frame for a time-based rule and for an on-save rule with a condition that includes
"Within Business Hours". The default Hours of Operation definition assigned to a rule group will apply if no definition
is selected for one of its rules. If a definition is selected for both a rule and its rule group, the definition assigned to a
rule will take precedence.

Configuring Conditions

Use the first Match <All/Any> of the Following Conditions field to specify whether you want every configured
condition in this rule to be met, or any configured condition in this rule to be met.

Match | an  « | of the following conditions: o | e+

Any
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Use the * Add Condition and = Remove Condition options to display and remove a set of condition dropdown
fields (a list of fields, a list of comparison methods, and a list of values applicable to the selected field) to evaluate
upon purchase request save. In the Select a Target dropdown, select what to evaluate.

Match A E| of the following conditions: L
| -- Select 3 Targst -- Is B B LR RE
-

Cost Center —=
C € custom Field

Customer Bill to
Customer Bill to Company
Customer Recipient
Customer Recipient Company

"| Customer Requested by
Customer Requested by Company
Email - Autc-Submitted

m

Emnizil - Body

Emil - CC

Email - From B
Email - Subject

Email - To

Email Account

Event

Job Function

Modified By

mySupport Options
Purchase Status
Purchase Status Type
Rep Bil to

Rep Recipient

Rep Reguested by
Source mySupport Porta
Total Amount

\Within Business Hours

In the next dropdown, select the comparison method.

Match A E| of the following conditions: o | re

Ewvent E| Is E| Purchass Initizlhy Saved E| e om e
L™ o pm iy gy wpmgmy N o ] o, oy gy E

Note that:

+ Contains returns a true result if the value is included in the field but other characters are included in a field as
well; the value can be embedded in a word.

* Isreturns a true result if the value is the only set of characters included in a field.

Finally, select the value to be used with the comparison method.

Match | All % of the following conditions:

Event W I= b Customner Work History Added to Purchase W

Customer Work History Added to Purchass

. Purchass All Ikems Marked as Received
Co I"Iﬁgl..ll"E' Actions Purchass Correspondence Sant
Purchase Edited During Approvals
Purchass Initially Saved by Customer
Purchass Initially Saved by Rep
Purchass [tems Marked 2= Recsivad
Purchase Status Change

Purchass Updated via Email

‘Waork History Added to Purchase

- Szlect an Adbion Type — W *

Note: If a rule contains conditions with the Customer Work History Added or Work History Added to Purchase events,
the rule will be triggered immediately when the event occurs (even if the purchase request hasn't been saved).
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Conditions for all of the rules in the rule group will be evaluated and actions will be performed if conditions are met.
Any other changes in the purchase request will not be saved until the support representative saves the purchase
request.

Select * Add Condition if you wish to include another condition. You can select "= Add Condition Group to put a
set of conditions to be evaluated together in a group.
Configuring Actions

Use the Actions section to select the actions to perform when the conditions are met. After creating the first action
you can use the * Add Action option to create another action. Use the = Remove Action option to remove any
action lines.

Configure Actions

Change T
Execute Slack Webhook
Execute Webhook

Initi

= Approvals
fy - Dieskiop
Fy - Email
Motify - SMS

You can:

+ Change afield by selecting Change, the field to change, and the value to change it to.

Changs E| Purchase Status E| To Pending Approval {Cpen) E| +

Custom Field
Customer Bill to
Customer Recipient
Customer Reguested b

Purchass Template
Rep Bill to

Rep Recipient

Rep Reguested by

+ Execute a configured webhook for posting Purchase data to a web application. See “Configuring Webhooks" on
page 74 for more information.

Configure Actions

Execute Webhook E| Purchase Webhook E| +=

« Send a notification via Desktop notification, email, or SMS.

+ Desktop notification: To display an entry in the E Notification list on the Desktop, select Notify - Desktop,
one or more recipients, and the text to appear in the Desktop Notification dropdown and/or popup.

Configure Actions

Motify - Desktop ¥ -- Select Recipients - ¥ -- Select Support Reps -- ¥ -- Selact Support Groups - ¥ || Approval Requined +

Approvers X ‘White, Barry X
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Options on the Desktop Notifications tab in Preferences (accessed by clicking the avatar/login) determine
whether or not an entry will appear as a popup or list entry. An example of a desktop notification popup is
shown below:

An example of the dropdown is shown below.

-
Aporoval Required w
FIZMC212504

1 minuts ago

« Email: If sending a notification via email, select Notify - Email, the recipient, and the notification to be sent.

Configure Actions

Matify - Ema EI Author EI With | Default Motification EI Approvals - Reminder - Rep EI e + +
Approvers

Bill To

Customer Submitting Undate
Customer Submitting Upcate Cancel Save
Email Sender

Previous Approvers for Cument Cyde
Recipient

Reguested By

Selected Customer

Selected Customer Group

Selected Support Rep

Selected Support Rep Growp

emdor

You can select the default or a custom notification. If possible the notification options will include one of
iSupport's default notifications that match the condition or recipient. You can select % Show Notification to
display the contents of the selected notification, and use the + Create New and # View/Edit options to access
the Custom Notification screen; see “Customizing and Viewing Event Notification Content” on page 66 for more
information.

+ SMS: To send an SMS notification, select Notify - SMS, the recipient, and the notification to be sent. The
contents of the SMS Text field in the custom notification will be sent; if that field is blank or if it is a default
notification, the contents of the Subject field will be used. If sending to a support representative, the message
will be sent to the following in their Support Representative record: if Twilio integration is configured, the
number in the Mobile field; if Twilio is not configured, the address in the Alt Email field; if that is unavailable,
the address in the Email field. If sending to a customer, the message will be sent to the following in their
Customer Profile record: if Twilio integration is configured, the number in the Mobile field; if Twilio is not
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configured, the SMS email from mySupport (email to text); if that is unavailable, the address in the Email field.
See “Configuring Twilio Integrations” on page 69 for more information on Twilio integration.

Configure Actions

Motify - M5 T

Customer ¥ | With | Default Motificstion ¥ Choaure-Cust v || @ |+ || #

Initiate approvals by selecting Initiate Approvals and clicking the Configure link.

Configure Actions

Initiate Approvals E| Configure +

iSupport’s Approval feature requires a purchase request to be approved by designated approvers before it can be
closed. The rule in effect can initiate one or more approval cycles. Approval cycles can be associated with
customers, companies, and purchase request templates.

The Approvals dialog appears for you to specify the initial approval cycle, any additional cycles to apply if there is
no initial approval cycle or the initial cycle results in an approval, and the final cycle to apply. Note that any
changes to these settings will not affect current purchase requests pending approval, and rules in the associated
rule group will not execute while a purchase request is pending approval.

Approval Actlon Conflguration

Specify the approval cycles to apply when the Rule is in effect. If any approval cycle
results in a Decline verdict, no further cycles will apply.

Inltlal Approval Cycle Maintenance Approvals E|

Associated Approval Cycles

An approwval cycle may be associated with a customer recipient profile, template, and/for
customer recipient company profile. If there is no initial cycle (selected above) or a
selected initial approval cycle results in an approval, choose the oycles to apply.

Flrst assoclated cycle Cycle associated with customer re E|

If the flrst assoclated cycle Is approved, Mone E|
apply thls second cycle

If the second assoclated cycle Is Mone
approved, apply this third cycle

If no assoclated cycle applles, use this Mone E|
approval cycle

Final Approval Cycle Mone E|

Initial Approval Cycle - Select the predefined approval cycle to apply when the rule group is in effect for the
purchase request.

First Associated Cycle - Select the approval cycle to apply if there is no initial approval cycle or the cycle specified
in the Initial Approval Cycle field results in an approval. You can select Cycle Associated With Customer Recipient,
Cycle Associated With Customer Recipient Company, or Cycle Associated with Template.
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If the First Associated Cycle is Approved, Apply This Second Cycle - This field appears if an associated cycle
was selected in the previous field. Select the approval cycle to apply if the cycle specified in the First Associated
Cycle field results in an approval.

If the Second Associated Cycle is Approved, Apply This Third Cycle - This field appears if an associated cycle
was selected in the previous field. Select the approval cycle to apply if the cycle specified in the previous field
results in an approval.

If No Associated Cycle Applies, Use This Approval Cycle - Select the predefined approval cycle to apply if there
are no approval cycles associated with the customer, customer’s company, or template.

Final Approval Cycle - Select the predefined approval cycle to apply after all previously applied cycles resultin an
approval.

Creating Time Frame Intervals for Time-Based Rules

Time-Based and Time-Based: Cumulative Rules

With Time-Based and Time-Based: Cumulative rules, the Time Frame Interval Settings section will include Intervals,
Time, Minutes/Hours/Day(s) fields as well as a set of fields for entering an action to be performed when the condition
is met for the interval time frame. The difference between these rules is that, if conditions change prior to the
configured interval settings, Time-Based rules will clear all pending actions and the time frame will restart if
conditions are met again; Time-Based: Cumulative rules will suspend all pending actions and if conditions are met
again the time frame will include previous amounts of time in which conditions were met.

Hame Purchase Request Pending Approwva

Configure Conditions

Rule type is Time-Basad E| (2]
Hours of Operation: Maone E| -+ "
Iatch A El of the fellowing conditions: + -

wnchase Status El I=s El Pending Approval {Open) El + -

1 8.00 Howrs |E| + O
Mutify - Ema El Author El With | Default Motification El Approvals - Reminder - RE:El g + - + - 0

In the Configure Time Frame Intervals and Actions section, use the Intervals field to specify the number of times a
time frame should be established and monitored, and use the Time and Minutes/Hours/Day(s) field to specify the
amount and unit of time (in minutes, hours, or days) in the time frame. Use the dropdowns in the indented actions
line to specify the actions to perform if conditions are met for that interval time frame. In the example above, the
purchase request will be monitored for eight hours after initial save; if the status remains at Pending Approval (Open)
for the entire eight hours, the Approvals - Reminder - Rep notification will be sent to the author of the purchase
request.

Time-Based: Important Dates Rules

If a date or date/time custom field is created for purchases, Time-Based: Important Dates rules enable you to
specify a number of days before or after the value in a specified date field. This type of rule will be evaluated when
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the defined number of days before or after the value in the specified date field occurs. Actions will be performed if
the rule's conditions are met at the time the Time-Based Rule agent runs.

Configuring Multiple Time Frame Intervals

You can select (& Add Interval to add another interval time frame set and actions to perform if conditions are met
for that interval time frame. The # Move Down and t+ Move Up options will appear for changing the order in which
the interval time frames will be evaluated. In the example below, the purchase request will be monitored for an eight
hour time frame and if the status remains at Pending Approval (Open) for the entire eight hours the Approvals -
Reminder - Rep notification will be sent to the author. The purchase request will then be monitored for an additional
four hour time frame. If the status remains at Pending Approval (Open) for the entire four hours, the Approvals -
Reminder - Rep notification will be sent to Tess French.

Hame Purchase Request Pending Approval

Configure Conditions

Rule type is Time-Based E| [ 7]
Hours of Operation: Maone E| + ra
Match & E| of the folowing conditions: s | 2=

Configure Time Frame Intervals and Actions

Intervals Time Minutes/Hours/Day(s)

1 5.00 Hours - + =04
Mo, E| Author E|rth Default Notification E| e —— QE""AEF-?E:B 0+ - + -0

1 200 Hour - + -0t
Notfy ||| seicted Support Rep [r] | French, Tess [] With | pefoutt Notiication [7]| Approvess- Reminder-Rep <] [@[#][#] [#]=]0
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Displaying a Timeline for Configured Time Frame Intervals

Use the View Timeline button at the bottom of the screen to display a dialog with a gauge chart depicting the time

frames for each interval; actions will appear when you hover over a time frame with your mouse.

Purchase Request Pending Approval Timellne Dlalog

Fours

- Interval. 4.00 Hours

- Motification to be sent to Tess French: Approvals - Reminder - Rep

2 4 6 o 10

W Interval 1 W Interval 2

Close

12

14

Printing a Rule

Click the Print button to display a summary of your entries; you can click the Print link in the dialog to send the

information to the printer.

Rulz Mame:
Target Entity:
Type:
Cumulstive:
Conditions:

Actions:

Rule Groups:

Purchass Request Pending Approval
Purchass

Time-Based

No

Match all of the following conditions:

If Purchase Ststus is Pending Approval {Open)
Repsat 1 time{s) every 8.00 hours

MNotification to be sent to Author: Approvals - Reminder - Rep
Repssat 1 timels) every 400 hours

Meotification to be sent to Tess French: Approvals - Reminder -

Default Purchase Rules

Print Chose Window

Rep

Associating Rules With Rule Groups

After creating a rule, you'll need to include it in a rule group. You can do this via the Rule Group tab in the Rules
screen, or via the Rule Group screen. On the Rule Groups tab, click the Add link. Rule groups configured via the Rule
Group screen appear; select the applicable groups and click OK. The rule group displays along with its position as

shown below:

Bazics

Rule Groups D Name =

|:| Default Purchase Rules

Pasition

-]

All rules in the rule group associated with a purchase request/order are evaluated when it is saved; the Position field
determines the order in which actions are taken when conditions are met. If rules in a group contain duplicate
actions, the position will determine the rule that will take precedence.
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Creating Rule Groups

Click the Create link in the Purchasing Rule Groups screen to create a rule group that can be used as default and/or
applied to customers, companies, and purchase request templates.

Rule Groups Gaarch x
e Create Copy Delets Order of Precedenca Rules
Change
= Mame & Default
Emai Default Purchase Rule Group Default
Incident Exscutie Management Purchase Rules

Knowledge Entry
Opportunity

Problem

Complete the fields at the top of the Rule Groups screen.

Desktop / Configuration / Options and Tools ¢ Automate / Purchase Rule Groups Q:

Nan.le BE:J‘[E ‘I.IEFE;EIT'EFIt :Jrcr'aae QJ EE
Sustomers This is the default Purchase on ﬂ

Rule Group

Caompanies

Hours of Operation: 247 v == | &
Templates

Add Rules to This Rule Group

On Save Time-Sased
Add Remove Create
Mams Position =
MNaotify Recipient if Approval Required 17

Name - Enter a name for the rule group; this name will appear in the Purchase Request screen when the rule group
is in effect for a purchase request.

This is the Default Purchase Rule Group - Select this checkbox to designate the rule group as the one to apply if no
rule group is associated with the customer, company, or template on a purchase request.

More than one rule group may apply to a purchase request; if a purchase request template selected for a purchase
request has a rule group, it will override any other rule group that may apply.

Default Hours of Operation - Select the Hours of Operation definition that will apply if no definition is selected for a
time-based rule or for an on-save rule with a condition that includes "Within Business Hours" in the rule group. Use
the + Create New and # View/Edit options to access the Hours of Operation definition screen.
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Adding Rules

Use the Add link on the On Save and Time-Based tabs to add previously configured rules to the rule group. All rules in
the rule group associated with a purchase request are evaluated when a purchase request is saved; the Position field
determines the order in which actions are taken when conditions are met. If rules in a group contain duplicate
actions, the position will determine the rule that will take precedence. You can use the Create button to create a rule
and add it to the current rule group.

Add Rules to This Rule Group

On Save Time-Based
Add Remove Creats
Marme Position =

Motify Recipient i Approval Required

Deskiop Motify Approval Required 2

Assigning a Rule Group

Use the Add link on the Customers, Companies, and Templates tabs to associate the rule group with one or more
customers, companies, or templates. You can also do this via the Customer Profile, Company, and Purchase Request

Template screens.

Basics s
|:| Last Mame = First Mame Phone Location Company Department Email Customer ID
Companies Jackson Joehn 350-357-1000 LBLSoft, Inc. examplef@example.local
Templates
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Printing the Rule Group Summary

Click the Print button to display a summary of your saved entries; you can click the Print link in the dialog to send the

information to the printer.

Rule Group Name:
Target Entity:
Diefault:

Hours of Operation:
Customers:
Companies:
Categories:
Templates:
Hierarchy Templates:
On Save Rules:
Rule Mame:

Target Entity:
Type:

Conditicns:

Actions:
Rule Groups:

Rulz Mame:
Target Entity:

Type:
Conditicns:

Actions:
Rule Groups:

Time-Based Rules:

Executive Management Purchase Rules
Purchase

No

247

Jchn Jackson

Motify Recipient if Approval Required
Purchase
On Save

Match zll of the following conditions:
If Purchase Status is Pending Approval {Open)

Motification to be sent to Redipient: Initial Save - Approval Initisted - Cust

Exscutive Management Purchase Rules

Initiate Approval for Total Over 500
Purchasz
On Save

Match all of the following conditions:
If Event i Initially Saved and
If Total Amount greater than $500.00 and

If Purchase Status is Open
Initizl approval cycle:  Maintenance Approvals

Default Purchass Rules
Exscutive Management Purchase Rules

Print_Close Window
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Setting the Rule Group Order of Precedence

Use the Order of Precedence button in the Rule Groups list screen to designate which should take precedence if a
rule group is associated with a customer, company, and/or template in effect for a purchase request.

Rule Groups
Azsat Create Copy Delete Order of Precedencs Rules
Change
0 Default
Purchase Crder of Precedence
Emnai Default
Incident

Customer Recipient
Knowiedge Entry

Customer Recipient Company
Dpportunity

Problem

=

Purchase » Save Cancel
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Customizing and Viewing Event Notification Content

Go to Options and Tools| Customize | Custom Notifications to view and customize the content of notifications for
iSupport events. All default notifications include "[iSupport]" preceding the subject text, but you can remove that text
by creating a custom notification. Event notifications are initiated in two ways:

« ForiSupport's Asset, CMDB, Alert, Discussion Digest, and View Subscription functionality, notifications are sent
via s configured in the Options and Tools | Administer | s screen.

+ For modules with rule-based functionality (Customer, Incident, Problem, Change, Opportunity, Email, Discussion
Post, Purchasing, and Knowledge), notifications are sent via rules that will perform actions when specified
conditions are met. (The Time-based rule monitors time frames for time-based rules, however.)

In the Custom Notification screen, you can display and copy iSupport's default notifications via the Default subtab,
and create new custom notifications via the Custom subtab.

Custom Drefault
Basics Copy
]
Initial Incident Save
. e - — 3 - Subjec
Initial Incident Save by Customer Mame =uopect
Incident 18 . - - —
Incident Route Initial Save (by Support [iSupport] Mew Incident Ticket
Incident Closure Representative) - Cust Created
Email-5ubmitted Incident Creation N . _ i
Initial Save (by Support [ISupport] Mew Ticket Created for
Incident Closure Exceeded Representative) - Rep <Customer Mames

About Recipients

Recipients for default notifications can include both support representatives and customers, and the default
notification text is different for each. Support representative notifications (designated as "Rep") typically contain
customer details, the priority, the assignee, the URL to Desktop incident, and the URL to Mobile incident. Customer
default notifications (designated as "Cust") typically contain a link to the record on a mySupport portal; this link will
go to the URL specified in the mySupport Portal Configuration screen.

Duplicates will be checked in order to prevent a recipient from receiving the same notification more than once.
However, duplicate notifications to the same recipient may still occur. For example, if the incident creation
notification is configured to be sent to the Customer and CC: Others to Notify as well as the Assignee and CC: Others
to Notify, and the customer is on the Others to Notify list, the customer could receive a customer-targeted incident
creation notification as well as a support representative-targeted incident creation notification, and the link on the
support representative-targeted incident creation notification may not be accessible to the customer. Use the Others
to Notify views on the Desktop to review potential notification recipients.

Recipient email addresses are validated; if a blank address exists, no attempt will be made to send it. Automatic
notifications sent via agent will note errors in the Event Log. If an agent is run manually, errors will also display in a
dialog after the agent runs. The SMTP server will be checked for responsiveness; if it is unresponsive, an error will be
included in the log and processing will stop for that time. The notification failure threshold is 36 hours and all
attempts will be stopped after that point. If a component of a naotification is missing and cannot be resolved, an error
will be included in the log and the notification will be deleted after 36 hours.
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Creating a Custom Notification

Use the Custom Notifications screen to select the delivery priority, enter subject and body text, and attach files for a
custom notification. You can include data from the associated record via the Include Field link.

Deskiop /[ Configuration / Opfions and Tools / Customize / Custom Nolifications

Mame Initial Zave {by Support Representafive) - Rep

Delivery Priority Low m High
Include Attachment{s) from On ﬂ

Incident
Subject Mew Incident Created for <Customer Mame:=
SM3S Text Mew Incident for =Customer Name>
Subject used if unspecified
Attachments Artach a file
Design Template Mone

Motification Message: Include Field

V=R - B 7 UE-&7§gQ-o-
dng=EssssrEsEE vssnssenr2 -

This <Prionty> priority incident ticket was created for <Customer Name=.

Customer Details
Mame: <Customer Name:]

Name - Enter a name for the custom notification.
Delivery Priority - Select the priority level to assign to the email: High, Normal, or Low.

Design Template - If desired, select the design template with the elements (text and images) to appear around the
body of the correspondence template and support representative signature (if applicable). You can select the Create
+ Newor # View/Edit options to access the Design Template screen; see “Configuring Design Templates” on page
68 for more information.

SMS Text - Enter the text to be sent when a rule using the Notify - SMS action is met. Note that if this field is blank or
if it is a default notification, the text in the Subject field will be used.

If sending to a support representative, the message will be sent to the following in their Support Representative
record: if Twilio integration is configured, the number in the Mobile field; if Twilio is not configured, the address in the
Alt Email field; if that is unavailable, the address in the Email field. See “Configuring Twilio Integrations” on page 69 for
more information.

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

Subject/Notification Message - In the Subject field, enter the subject line for the email notification.

On the Body tab, enter the body of the email notification. You can select the Notification Message link to display a
larger window for entry. Use the Include Field link to add field values from the current record. The field will be
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included in brackets, and the field data will be inserted into the email when it is generated. (If data does not exist for
a required field, nothing will be inserted; the field area will be blank.)

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

Select Field to Include — |

L

Current Date

Rep URL to Read Online
mySupport URL to Read Online
Incident

URL to Desktop Incident

URL to Mobile Desktop Incident
URL to mySupport Incident
Asset Detsils

Custom Fields

Custom Fields List

Age Group

Server 05

Site Visit Required

Depariment Code

Date

Include Attachment(s) from <record type> - For all modules except Asset, CMDB, Discussion Posts, Security, and
Alerts, select this checkbox to associate any attachments from the referenced work item type to the notification

when it is sent.
Attachments - Use the Attachments tab to attach a file to be sent with the notification.

Note: If data does not exist for a required field, nothing will be inserted when the email is generated. The field area
will be blank.

Configuring Design Templates

Use design templates to add common design elements such as header and footer text or images to outbound email
generated from iSupport. Use the Design Templates tab in the Core Settings | Email screen to enter a title and text
and images; the <Correspondence Body> tag indicates where the email data will be inserted when the design

template is applied.

Title Logo Footer

Body:
B = - B/ U@g-&° Q-0 Q0 Q M

<Comespondsnce Body>

# ISUPPORT

=]
m
v

 Design [R3ASIIEINEER*N

iSupport Software
Page 68



If a support representative sending a correspondence with the design template has a signature block, design
elements that are after the <Correspondence Body> tag will appear after it.

Subject: Contact Information Update Request

Hello,

Flease send me your updated contact infomation. Here is what we have in cur system:
Steve Johnson

sji@example. local

380-397-1004

Thank you,
Bamy White
Support Representative

3580-397-1000
bwi@example.local

J iSUPPORT

Displaying the Notification Queue

Use the Notification Queue option under Options and Tools | Administer to display all notifications that have not
been sent. You can use the checkboxes to restrict the notifications to appear in the screen, and delete any
notifications that you do not wish to be sent.

View: i Incident & Change @ Problem o Purchase ) Service Contract M Configuration ltem

Delete Selected Maotifications Clear All Naotifications

Type Ewvent Date Created = Murnber

Furchase nitial Purchase Request Save 2272019 2:32:45 PM G22F433A77
Purchase nitial Purchase Request Save 2172019 11:25:28 AM | G21036394A7
Service Contract | Initial Save 1/267201% 10:31:17 AM | GIRB351683

Configuring Twilio Integrations

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

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

Rules can change the Twilio integration (phone number to which an iSupport SMS notification is sent) used for a work
item.
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After signing up at Twilio.com, use the Options and Tools | Integrate | Twilio Integrations screen to set up a number
from which iSupport SMS notifications can be sent.

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

Use this soreen to integrate with Twilic for sending iSupport notifications via SMS [Short Message Services) messaging. Sign
up at Twilic.com. In this screen enter a name for the integration, the number for an SM5-enabled phone from which
notifications can be sent, and the values from your Twilio.com account dashboard in Account 510 and Auth Token fields.
Name Twilie1

Phone Number JOOOO0000000

Account 51D

Auth Token |

Default Yes No

Name - Enter a name for the Twilio integration.

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

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

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

Use the Options and Tools | Administer | Archiving and Database Maintenance screen to schedule agents that
maintain iSupport databases. iSupport’s Archive feature moves closed work items with a specified Closed status that
are not marked for deletion to archive databases, and purges work items from archive databases. In order for an
item to be archived, a specified number of days must have elapsed past the close date. Note that archived items
cannot be edited, and support representative roles/permissions can apply to archiving activities.

Desktop [ Configuration [ Oplions and Tools [ Administer [ Archiving and Database Maintenance
Database Maintenance Agent

This agent maintains data resulting from incomplets saves, delsted records, ete,

Change
Cormrespondenca Time Agent Should Run Each Day 2130 &M L m
Incident Days of Week Sunday
Monday
Prablem Tussday
Vizdresday
Purchase Thursday
Saturday

Archive Agent
This agent maoves dosed work items and sent correspondence decuments that mest archive criteria to an archive database,

Sunday Enabled Mo

Start Time 12:00 AM il Max Duration 4 Hour(s)
Monday Enablad s m
Tuesday Enabled Mo

Start Time 1200 8M ¥ Max Duration 4 Hour(s)
‘Wednesday Enablad Tes m
Thursday Enabled Mo

Start Time 12:00 AM W Max Duration 4 Hour(s)
Friday Enabled Tes m
Saturday Enabled Mo

Start Time 12:00 AM b Max Duration 4 Hour(s)
Chat Log Purge 90 ddays

Scheduling the Database Maintenance Agent

Schedule the Database Maintenance agent to maintain data resulting from incomplete saves, deleted records, etc.
Select the days of the week and time at which the Database Maintenance agent should run each day.
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Setting Time Frame Options for the Archive Agent

Use the settings in the Archive Agent section to set a start time and maximum run duration for each day of the week.
Use the Run Now button to initiate the agent immediately; you will be prompted for a maximum runtime. In the Max
Duration field, enter the amount of time (in hours) at which to terminate the archive agent if it is still running. This
section is useful if you need to run the Archive agent for longer periods of time on weekends, particular days of the
week, or times of lighter workloads.

The Archive agent will do the following:

+ Eligible incidents and sent correspondence not associated with an open work item will be moved to the
cSupport_Archive database. If an incident or change is part of a hierarchy template, the topmost parent in the
hierarchy must meet the archive criteria before any closed work items are archived.

« Eligible changes will be moved to the cSupport_Archive_Change database.
« Eligible problems will be moved to the cSupport_Archive_Problem database.
+ Eligible purchase orders will be moved to the cSupport_Archive_Purchase database.

When a customer request a chat, request details are logged; this log is available through the mySupport Chat
Request view source in the View Designer.You can use the Chat Log Purge field to enter the number of days after
which entries in the chat log will be deleted automatically by the Database Maintenance agent. Note that the Enable
Features tab in the Core Settings | Feature Basics screen includes this field as well.

Setting Archive Options for Work Item Types

For each work item type, use the following fields to enable archiving, specify the status and elapsed amount of time
before of items to archive, eligible for archiving or purging (which permanently deletes items from the applicable
archive database after the specified number of days/years past the archive date).

Deskiop / Configuration [ Oplions and Tools [ Administer [ Archiving and Database Maintenance

Basics Incident
Change Archive Enabled No
Comespondence Elapsed amount of time before a dosed incident is 120 Davs o

mioved from the production database to the

cSupport_Archive database

Problem Statuses to Archive Closed
Closed - FAQ
Purchase

Purge Enabled No

Elapsed amount of time after the closed date before 1
archived incidents are purged from the
cSupport_Archive database

‘fears W

Archive Enabled - Select Yes to enable the Archive Agent to move eligible items from the production database to the
applicable archive database. Items with one of the specified Closed statuses and a closed date that is past the
specified number of days/years will be selected.

Elapsed amount of time before a closed <work item type> or sent correspondence (not associated with an
open incident) is moved from the production database to the cSupport_<work item type> Archive database -
Enter the number of days to pass after the close date until an item with one of the specified Closed statuses is
selected to be moved.

Statuses to Archive - Select one or more of the defined Closed statuses that will determine items eligible for
archiving.
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Purge Enabled/Elapsed amount of time before archived <work item type> are purged from the <applicable
archive database> - Select Yes to permanently delete items from the applicable archive database after the specified
number of days/years past the archive date. In the Elapsed amount of time before archived <work item type> are
purged from the <applicable archive database> field, enter the number of days/years past the archive date in which
to remove items from the applicable archive database.
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Configuring Webhooks

Use the Webhooks screen to configure webhooks for posting iSupport data to a web application. You will specify a
web application URL for iSupport to post data to and the fields containing the data you want to receive, and iSupport
will post the field data to the URL when configured rule conditions and time frames are met.

In the Webhooks screen, enter the name of the webhook definition that will be used in the Rule screen and URL to
which iSupport data should be posted. Drag the iSupport data source fields containing the data you want to receive
into the frame on the right, and enter the corresponding fields on your web form in the Parameter Name column.
Note that you can drag field rows vertically to reposition fields. Use the Content Type field to enable the output to be
set to JSON (JavaScript Object Notation) Mime type and display the text of what the webhook will generate.

Desktop |/ Configuration | Options and Tooks [ Integrate [ Incident Webhooks

Hame Webhook

URL http:/ noosoocnoonono:webhookeamplesfwebhook

Content Type a-wharw-Tarm-urkencoded m

Parameters & Payload Example

[ Basics iSupport Field  Parameter Hame "pumbar"Numbar™
dentifier “Identifier";"Identifier”

1
Humber n Number Mumber L

[~ Stabus
T — n Identifier Identifier

Priority

Use the applicable Rule screen to configure the conditions and time frame on which the post action will occur. Select
the rule type, enter the condition(s) to be met in order to initiate the post, select the Execute Webhook action, and
then select the webhook definition. Be sure to add the rule to a rule group.

Deskiop / Configuration / Options and Tooks [ Automate [/ Incdent Rules

Hame Wiebhook Ruls
Rule Groups Configure Conditions
Rule type is Time-Eazad LA 7
Hours of Operation: Mona LR
Match | Al w# | of the following conditions: 3 | =
Custom Figld s Cwrrent Project | [ s SetValue: Betz | =] -

Configure Time Frame Intervals and Actions

Inzervals Time MinutesHours/Day(s)
0.50 Hours hd + | &
Execute Webhook W Webhook bl * - @

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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