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_____ _ Configuring iSupport® Views, Charts, and Alerts

Select E Desktop Content on the Desktop to configure and manage views, charts, alerts, and news feeds.
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e Set up alerts to appear in the Desktop Notifications list (and popup if configured) when a view field reaches a
certain threshold via the ms Alert Designer. See “Creating Alerts” on page 15.

e Select [l Chart Designer to set up a chart that will display data on any view field; you can create a gauge,
column, bar, line, pie, or area chart. See “Using the Chart Designer” on page 19 for more information. These
charts display in the Chart component on the Desktop. You can set up a chart for display on mySupport via the
Content Manager; see below.

« Select [l Work Item Chart Designer to set up a chart for display data in area, stacked area, bar, stacked bar,
column, and stacked line format for tracking incidents, problems, changes, and purchase requests for a specified
time frame. See “Using the Work Item Chart Designer” on page 23 for more information.

« Use the [Z Standard View Designer to create a standard view with a few calculated fields but no calculated
counts, percentages, sums, averages, minimums, and maximums on selected fields. Use the [# Report View
Designer to create a report view with calculated counts, percentages, sums, averages, minimums, and

maximums on all selected fields. See “Using the View and Report Designers” on page 3.

« Usethe [F7] News Feed Designer to configure contains feeds that can contain discussion posts (entered via the
News Feed “= component on the iSupport Desktop and mySupport portal) and/or entries for work item
updates.

e Usethe / Alert and Dashboard Manager to:

« Configure alerts that appear in a desktop notification (and popup if configured) when a view field reaches a
certain threshold. For example, you can configure an alert to appear when a certain number of Emergency
priority incidents has been reached. See “Creating Alerts” on page 15.

e Add, delete, and rename dashboards, set dashboard access, and automatically add a dashboard for all
support representatives. See the online help for more information.

Content Manager

Use the /& Content Manager to display lists of news feeds and default and custom charts and views, and access
these items for editing, copying, enabling or disabling for mobile use, and enabling or disabling read/unread marks.
Use the options on the left to filter the list and display desired news feeds, views, and charts; then use the
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checkboxes to select items for further action. Your selections will be retained if you exit and then re-access the

Content Manager.

Deskiop | Content Manager

Content Manager

T

i!
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[ mySuppart
Rep

Availability
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If you have access to open an item, its name will be a link. An asterisk after a view name indicates that a chart is

based off of it.
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Type - Charts display iSupport incident, problem, change, and purchase request data for a specified time frame in
the <] Chart or Gauge component in the iSupport Desktop and in the . Chart component on a mySupport portal.
Note that you can only copy charts included in iSupport by default. Area, stacked area, bar, stacked bar, column,
gauge, pie, line, and stacked line charts can be created. Views display iSupport data in rows in the i
component on the iSupport Desktop and on mySupport portals. News feeds can contain discussion posts (entered
via news feeds on the iSupport Desktop and mySupport portal) and/or entries for work item updates. Reports are
views that enable you to configure calculated counts, percentages, sums, averages, minimums, and maximums on all
selected fields.

Audience - The mySupport option displays items that are created for display to customers using a mySupport
portal. These itemns are created/edited via the Chart Designer, Standard View Designer, and Report View Designer
options under mySupport Content on the E Desktop Content menu. The Rep option displays items that are created
for display to support representatives and administrators using the iSupport Desktop. These items are created/
edited via the Chart Designer, Standard View Designer, and Report View Designer options under Desktop Content on
the E Desktop Content menu.

Availability - Views and charts are designated as Personal or Shared via the Access field in the Chart and View
Designers. Personal includes items that you have created and designated as Personal; Shared includes items that
have been designated as Shared or are included in iSupport by default. Other Personal includes items that have
been designated as Personal by other support representatives. The personal views of other support representatives
will appear to you with their name if you have the Edit Other Personal View or Delete Other Personal View
permission, and the charts marked as personal by other support representatives will appear if you have the Edit
Other Personal Chart or Delete Other Personal Chart permission.

Modules - The Modules list includes options for the data sources from which views can be created; these options
indicate the types of data on which views are based. The Custom option displays custom SQL views/queries of
iSupport data configured via the Design Custom View link in the Standard View Designer. Note that the Work Items
option includes views with mixed (incident, problem, change, and purchase) work items and a limited range of fields.

Type -

e Favorite - This option will display the views in your Favorites folder in the View component. Include a view in this
list by right-clicking on a view in the selection dropdown and selecting Add to Favorites.

 Enabled/Disabled - These options display views and charts that have been enabled or disabled (respectively) in
the Standard View Designer, Report View Designer, and Chart Designers. Note that support representative
permissions may prevent display of views and charts.

« Enabled/Disabled Mobile - These options display views that have been enabled or disabled (respectively) for
display on a mobile device via the Standard View Designer or Report View Designer; enabling a view for display
on a mobile device will cause the content to appear in rows instead of columns. Note that mySupport portal
views are automatically mobile-enabled.

« Enabled/Disabled Unread - These options display incident, problem, change, and purchase views that have
read/unread indicators enabled or disabled (respectively) via the Standard View Designer or Report View
Designer. In a view with the read/unread function disabled, all folders are blue. In a view with the read/unread
function enabled, a ™ green folder displays next to an unread item or a folder with both unread and updated
items, a yellow folder displays next to a folder with at least one updated item, and a = blue folder displays
next to a closed or read item or a folder with both closed and read items.

« My Authored - This option displays the items that you have created.

Using the View and Report Designers

Use iSupport's View and Report Designers to create a view of iSupport data that you can display on the Desktop and
export in Microsoft® Excel (*.xlIs), Microsoft® Word (*.doc), Portable Document Format (*.pdf), or Comma Separated
Value Format (*.csv). You can create a new view or make a copy of an existing view and modify it to create a new view.
(Note, however, that only limited modifications can be made to shared views included by default in iSupport.) You
can utilize iSupport's predefined data fields or any custom SQL views/queries that you have created.
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Access the View and Report Designers via the Standard View Designer and Report View Designer options on the
Desktop Content menu, the 4 Create option in the View Component, the # Edit option next to views you create or
shared views in the View Component, and buttons that display after selecting a view in the Content Manager.

Note: the Associated Work Item Counts fields in the Incident, Change, Problem, and Purchase data sources always
reflect the total count of associated items, even if the viewing support representative does not have access to all of
the associated items. A discrepancy might exist between a listed count in one of the new fields and the number of
items listed in the associated work item grid because the associated work item field only provides information about
and links to the associated items to which the user has view permissions.

Use the View Tour link in the upper right corner of the screen to display a short series of tips.

Configuring Basic Settings

Click the Show Advanced Settings link to configure settings that affect the entire report.
Basics - Hide Advanced Ssttings

Support Rep View Name This Week's Pricrity Open Incidents

Associated Charts This Week's Pricrity Open Incidents ¥ | Edit
Subfolder Management

Data Source Inddenks ¥

Disign Customn View

Enable Read/Unread Yes Mgl
Text Wrapping m off Mazx Lines Per 2
Reowwr
Permissions & Sharing
Enabled Yes MU Enabled for Mobila Mo

In the Subfolder section, enter the name of the folder in which to place the view in the Content Manager and in view
lists. This folder will be placed under the folder named after the data source selected for the view.
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There are two view types:

Standard views contain a few calculated fields (under the Aggregates field section) but do not enable you to
configure calculated counts, percentages, sums, averages, minimums, and maximums on selected fields. See
“Configuring a Standard View” on page 8 for more information.

Basics - Show AN Settings

Support Rep Wiew Name

Diata Source

This Week's Priority Open Incidents

ncidents

Design Custorn View

=t Incident fields

]

%J_ Aggregates Fields Filters

EJ. All Time-Based Rule Instances Folders Columns Sorting Direction

EJ' Assats Company 2 Murmber #+ Priceity b

EJ' Azsignes Customer =4 Date Creatad #+ Date Created ~

4- Assignee Timeline Events Aszigneze 2+

'J Author Briarity it

%J' Category Custom Fizlds Cescription =

Category Expanded Courtezy B

Category Level 1 Azzet B

= Category Level 2

L Category Level 3 Preview - You can drag a column heading to resize column width or recrder columns. Expand praview

Category Leval 4 4 B LBL Services (2) O Number Date Created Assignee  Priority Description Aszset Courtesy

Category Leval 5 Ryan, Bob (7) [ GHESIE8l 420/2015 140 Copsland  Emergency  Slow Laprmo 2 Mo

%J- Category Timefing Events 4 lIm LBLSoft {3) - — perfomEnc= on

;J_ Closed By 0 G4KE481237 ‘;.E:'.-'ZDI‘B 137 g;ilel_and High E;:::_—t:. Laptop 2 MNe
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¢ Report views enable you to configure calculated counts, percentages, sums, averages, minimums, and
maximums on all selected fields. See “Configuring a Report View” on page 13 for more information.

Support Rep View Name Incident Counts by Rep

Data Source Incidents

E m Cancel | New Chart | Mew Alert

Design Preview

Folder and Row Groups
Add Remove

Column Column Display Crder

D Heading

|:| Assigl

Sort Direction

E| 175

Sort Order

B[Rz

Folder Level Column Width {px)

MNor E' 1

Mull Tesxt True/False Text

Unassigned

Calculated Fields
Add Remove
Column

D Heading

D Cpen Cour

Column Display

Order &
] es > [

Sort Order

=]

Display Type Conditions

Unso

Sort Direction

None E| 125

Column
Format

Column
Width {px)

Aggregate Fields
Add Remove

Column ) . Column Display - Column -
|:| e Display Type Corder a Sort Order Sort Direction Width (px) Column Format
D Business Tim Averag E| 3 E| Unsorte E| MNone E' 250 Add

In the Data Source field, select the type of data on which the view will be based. The Config options in the dropdown

list correspond to functionality enabled in the Configuration module.

Data Source Incidents

- Select -

Alerts

Archived Changes

Archived Comespondence
Archived Incidents

Archived Problems

Archived Purchases

Asset Scan Comparisons
Asset Scans - Dynamic

Asset Scans - Scheduled
Azzets

Changes

Companies

Config - Categories

Config - Change

Config - Change Rule Groups
Config - Comespondence Templates
Config - Customer Lodkout Log
Config - Event Log

Config - General

7]

m

Use the Design Custom View link next to the Data Source Field to utilize any custom SQL views/queries of iSupport
data. The Custom Table or View Name field appears for you to enter the name of the query or custom SQL table of
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iSupport data. Click the Load Columns button to display the fields available for the view. Use the Design Standard
View link to redisplay the Data Source field.

Custom Table or View Name: |Importedassets Load Columnz | Diesign Standard Yiew

The Enabled Read/Unread field appears for incident, problem, change, and purchase views. In a view with the read/
unread function not enabled, all folders are blue. Select Yes to display:

e Agreen icon next to an unread item or a folder with both unread and updated items.
e« Avyellow icon next to a folder with at least one updated item.

« Ablue ™ jcon next to a closed or read item or a folder with both closed and read items.
Right-click on a folder to display Mark All Read and Mark All Unread options.

Select On in the Text Wrapping field to, for all text fields in the view, restrict the number of lines that display in a cell.
The maximum number you can enter in the Max lines Per Row field is 10.

Configuring Permissions and Sharing

In the Enabled field, select No if you wish to prevent the view from being included in the Chart Designer, Alert
settings screen, and in the list of views available for selection by support representatives. Views can also be disabled
after selection in the Content Manager.

The Enabled for Mobile field appears in the View Designer for rep views (mySupport views as they are automatically
optimized for display (with rows instead of columns) on a mobile device). Select Yes to enable the view for display on
a smart phone (iOS, Android, or Blackberry) or tablet to access iSupport. Views can be disabled for mobile use in the
Content Manager.

In the Access field, select one of the following. Note that permissions control whether you can create a personal or
shared view.

e For Rep Views:

¢ Personal to enable only you and those with the Edit Other Personal Views permission in their Support
Representative Profile record to add it to a Desktop dashboard.

« Shared to make the view available for other support representatives to add to their Desktops. You can click
the Configure link to restrict access to the view to only specified support representatives and support
representative groups.

Note: If you designate a view as Shared, it will appear to you under in the My Views folder; the My Views folder
contains views that you have personally created via the View Designer.

¢ For mySupport Views: Click the Configure... link to select the customer groups and/or individual customers that

can display the view.

Groups with Access

Executive Mgmt Team

Customers with Access

If displaying settings for an existing view on which one or more charts have been defined, the charts appear in
the Associated Charts dropdown along with an Edit link. You can select a chart and click the Edit link to display
the chart settings in the Chart Designer.
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The For Records Pending Deletion field appears for data sources that have pending deletion functionality (Assets,
Companies, Config - Categories, Config - SLAs, Config - Support Representatives, Customers, and Survey Requests).

Data Source: zzetz

|| Design Custom View
Exclude Recordz Pending Deletion

For Records Pending Deletion:

Exclude Records Pending Deletion
Include Recordz Pending Deletion
Include Only Records Pending Deletion

[ asset fields

Comments

d

Records pending deletion 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
the record. Use the For Records Pending Deletion field to specify whether to include, exclude, or include only records

pending deletion.

Configuring a Standard View

Standard views contain a few calculated fields (under the Aggregates field section) but do not enable you to configure
calculated counts, percentages, sums, averages, minimums, and maximums on selected fields. See “Configuring a

Report View” on page 13

for information on configuring a Report view.

The following sections reference creation of a custom rep view named This Week's Priority Open Incidents:

Export

4 B LBL Services (2} [T

N e o

4 [ LBLSoft (3)

O

Actions - ea

ron

Mumber Date Created Assignee Priority Drescription
G4KES16331  4/20/201% 140 PM Copeland, Stuart Emergency
GAKE4EL237 472072019 1:37 PM Copeland, Stuart High Cannot Connect to

Admin Server

Laptop 2

a T
Courtesy
o
No

The data source fields available for the view appear in the navigator on the left; drag the applicable fields to the
applicable section on the right. Note: The Date Generated field in the Incident source contains scheduled ticket

information.

Page 8

Basics - Show A0 Settings

Support Rep View Name This Week's Priority Open Incidents

Data Source ncidents b

Design Custorn View

Cancal | Mew Chart | New Alert

=t Incident fields
+ Aggregates Fields Filters
EJ Al Time-Based Aule Instances Folders Columns Sorting Direction
o Assets Company =2 Mumber fit Priceity »
EJ Azsignee Customer =2 Ciate Created fit Date Created L
- Assignee Timeline Events Assignee £
- Authar Briority fit
E; Category Custom Fields Dascription o
i Category Expanded Courtesy fit
b Category Level 1 Aszet i
Category Level 2
Category Level 3 Preview - You can drag a column heading 1o resize columin width or recrder columns. Expand preview
Category Level 4 4 B LBL Services (2} O Number Date Created Assignee  Priority Description Asset Courbesy
Category Level b Ryan. Bah {2) 0 GAKESLG3%]1  4/20/201% 140 Copsland  Emeargency | Slow Laptop 2 | Mo
E: Category Timeline Events 4 bm LBLSoft (3) o 2 pariormance an
Lo ) GAKE4E1237 42002019 1:37  Copeland  High Cannot Laptop 2 Me
ZJ Clased By . P Stuart Connect to
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To sort the report and display a data source field as a folder on the left side of the view, drag the field into the Folders
section. Any folders after the first folder will appear as a subfolder in the view.

Fields Filters

Falders
Company o
Customer o

Drag the data source fields that you wish to display as columns in the Columns section; columns listed will appear in
order from left to right.

Columns
Number
Date Created
Azzignes
Pricrity
Description

Azzet

e JEs e JE o e 8o ) ]

Courtesy

Select 3 Configure next to a column field to format how it will appear in the view.

Edit Column Settings

Header Text Courtesy

Mull Text Unspecified
VYes/No Text |Yes ! |No
Column Format Edit

Source Courtesy Incident

In the Header Text field, enter the text labeling the folder or column.
In the Null Text field, enter the text to appear when the data value in the view is nothing or zero.

The Yes/No Text field appears for data source fields that have a True/False value; enter the text to appear for the
True/False values.

The Aggregate field will appear for date and number fields; you'll have the option of specifying Sum, Average,
Minimum, or Maximum. If any of these options are selected for a field, the applicable total calculated value for the
folder will appear at the bottom of the view component as well as in view rows. Note that the calculated values that
appear at the bottom of the view component will not be included in a view export.

Edit Column Settings

Header Text Taotal Time Worked
MNull Text ]

Aggregate
Column Format

Source

Click Edit in the Column Format field to configure the date format, font and alignment of values in an entire column,
and the format of values that meet specified parameters.
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« The Data tab appears for date fields; use it to configure display of the day, month, year, and time.

Edit Column Settings

Format

Drat= Fant Styles

Conditionzl Formatting

| 42002016 2:04 PM

Sample:
4/20/2016 2:04 PM

412002015 2:04 PM

Wednesday, April 20, 2019 2:04 PM
Wednesdsy, April 20, 201% 2:04:27 PM
Wed, 20 Apr 2019 140427 GMT
2019-04-20T 14: 01227

2019-04-20 14004272

‘Wednesdsy, April 20, 2015 :04:27 PM

¢ Use the Font Styles tab to set the horizontal alignment, font style, font color, and fill color for all of the data in

the column.

Edit Column Settings

Diats

Horizontal
Alignment

Font Style

Font Color

Fill Color

Font Styles

Conditional Formatting

Mot Set

El Sample:
Sample Data

=]

e Use the Conditional Formatting tab to base data formatting on set parameters. Select the comparison method,
enter the value to be used with it, and then select the font style, font color, and/or fill color. If a value meets the
specified condition, it will display in the specified format. Formatting will not apply to hidden columns.

The Apply to Row option can be configured for more than one field in a row; if a row contains more than one field
that meets its conditions, the formatting of the field that has the lowest column display order number will be

used for all fields except those that have their own formatting. Entire row formatting only applies to fields that do
not have individual formatting.

Edit Column Settings

Fant Styles Conditional Formatting
Ao Remove
|:| Condition Font Style Font Color | Fill Color Apphy to Row
] 5 E| High Reguls El H- - ]
|:| 5 E| Emengency Reguls El N~ =
iSupport Software
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In this example these settings will appear as follows:

Export Actions - Search a | T

4 B LBL Services (2} |:| Number Date Created Assignee Priority Description Asset Courtesy

I:l G4KEL1635] | 4/20/2015 140 PM Copeland, Stuart Ernergency

+ I LELSoft (3) an

I:l GAKE4E123T  4/20,2019 1:37 PM Copeland, Stuart High Cannot Connect to Laptop Z No
Admin Server

The Source field contains the original name of the data source field.

Setting the Sort Order and Direction

Drag the fields on which the view should be sorted into the Sorting section, in the order (from top to bottom) in which
the fields should be sorted relative to the rest of the fields in the view.

Sorting Direction
Priority b
Cate Created L

. # Ascending to sort field values in order from first to last/lowest to highest (alphabetically A-Z, lowest number
to highest number, or in the case of Priority, Low to Emergency).

« % Descending to sort field values in order from last to first/highest to lowest (alphabetically Z-A, highest
number to lowest number, or in the case of Priority, Emergency to Low).

In the example below, incidents are sorted first by priority and then date created.

Sort Order 1: By Priority in Descending Order
|

Export Adlions - Search Q| T
4 Em LBL Services (2} |:| MNumber Date Created Assignes Priority Asset Courtesy
|:| G4KES18353]1 | 4/20,2019 140 PM Copeland, Stuart Ernergency aptop 2 o

4 [lm LBLSoft (3)
I:' GAKE4ELZIT  4/20/2019 1:37 PM Copeland, Stuart High Cannot Connect to Laptop 2 No
| Admin Server

I
Sort Order 2: By Date Created in Ascending Order

Setting Filters

Use the Filters tab to set parameters for minimizing the amount of data that appears in the view. Select the field for
which data should be minimized; comparison methods applicable to the field will appear in the dropdown. Select the
comparison method and then enter the value to be used with it if applicable. Use the Match <All/Any> field to specify
whether you want every <field> <comparison method> <value> 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> <comparison
method> <value> condition. Select * Add Condition if you wish to include another condition. You can use the *=
Add Condition Group option to put a set of conditions to be evaluated together in a group.

Note: If a date field is selected, the Between comparison method does not include beginning and ending dates. The
Current Week method is based on a Sunday through Saturday time frame.
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In the following example, the view will only include incidents with an open status.

Match & E|
Status Type I=
Apply

This example view also includes a filter on the date created; the view will only include incidents with a creation date

within the current week.

Status Type Is

Match A

Date Crested Current Week

Apply

The view will save the filter immediately; click the Apply button to update the preview.

Previewing Your View

Use the Preview area to display your view; click the Expand link to display the view full-screen. Note: If using System
BIOS fields in the Asset Scans - Inventory data source, some values may not be populated; some system vendors do
not provide this data in the WMI system profile.

Working with Columns

To resize the width of a column, drag your cursor on the column edge to the desired width; the width in pixels will

appear in a tooltip.

Width: 95 pixels

Preview - You can drag 2 column hesding to resize colurnn width or recrder columns.

Expand preview,

4 Bm- LBL Services (2} Date
|:| Number Craated rity Description Asset Courtesy
e K
4 Im LBLSoft (3} G4KESLE351 4/20,2 —nd. Emergency Lapto
O P
] G4KE48123T 4/20/2015 137  Copeland. High Lapto
P Stuart
You can also resize columns when displaying views in a Desktop component.
Width appears in the view when you resize a column
E'KF'GIT Artions W Width: 9% .'J-!.XE‘-!'I
4 - LBL Services (2) |:| Mumber Date Created ‘ésignee Prigrity Description Asset Courtesy
Ryan, Bob L
S D G4KES1633]  4/20,/2019 140 PM Emergency  Slow performance Laptop o
4 m LBLSoft (3) on workstatio
I:l GAKE4B1237T  4/20/2019 1:37 PM Copeland, Stuart High Cannot Connect to Laptop 2 Mo
Admin Server

iSupport Software
Page 12




Configuring a Report View

Report views include calculated counts, percentages, sums, averages, minimums, and maximums on selected fields.
Many of the options used to configure sorting, display order, etc. are the same as in standard views, but you'll use a
Folder and Row Groups section to configure folder level sorting, a Calculated Fields section to configure display of

count and percentage values, and an Aggregate Fields section to configure display of sums, averages, minimums, and

maximums.
BasiCS - Hide Advanced Settings
Support Rep View Name Incident Counts by Rep
Subfolder Managemsant
View Type Standzrd L
Data Source Incidents ¥
Cesign Custom View
Permissions & Sharlng
Enabled Yes RV Enabled for Mabile Yes Wi
— = -
SoeEmen -
Design Freview
Folder and Row Groups
Add Remove
. Column Display Order . i o
|:| Column Heading Folder Level Sort Order Sort Direction | Column Width {px) | Null Text True/False Text
|:| Aszsignee Name Meon E| 1 E| 1 E| Asce E| 175 Unassigned
Calculated Fields
Add Remove
Col Col Display Col
|:| H:sudan; Display Type Conditions D?::IUEI:-I: = Sort Order Sort Direction '-.n".l':i}::l:;n[npx:- Column Format
D Cpen Count E| Edit 2 E| Unsort E| Mone E| 100 Edit
[ Suspended Count E| Edit 3 E| Unsort E| Mone E| 100 Edit
|:| Closed Toda Count E| Edit 4 E| Unsorh E| Meone E| 100 Edit
Aggregate Fields
Add Remove
Col Display G
|:| Column Heading Display Type D?di:n: Br= Sort Order Sort Direction w?;:;”?px:l Column Format
] Business Time Average E| 5 E| Unsorted E| Mone E| 100 Add
Filter
Match Any E| +
Status Type Is Mot E| Closed E| + -
Date Closed Today E| + | -
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The following sections reference creation of a custom rep view named Incident Counts by Rep:

Incident Counts by Rep E - P

Actions

|:| Assignee Mame Open Suspend Closed Today Business Time Open

D Alex, Robert 1 a a 4 day(s) 17 ha{s) 11 mi... *
|:| Copeland, Stuart L] a 4 5 day(s) 04 ha{s) 21 mi...

|:| Kienle, Abby 1 4] 4] 2 day(s) 01 hris) 24 m... 1

Adding Folder and Row Groupings

Use the Folder and Row Groups section to select the fields on which the view is based; all other columns of counts
and percentages, as well as sums, averages, minimums, and maximums will reference these fields. In this example,
the view will display counts and the average time open for each assignee’s incidents.

Folder and Row Groups
Add Remove

Column Display Order

|:| Column Heading Folder Level Sort Order Sort Direction | Column Width {px) | Mull Text True/False Text

D Assignee Name Nen El 1 E| 1 E| Asce E| 175 Unassigned

You can use the Folder Level column to display a view field as a folder in the left navigator; enter the number for the
position of the field.

Adding Calculated Fields

Use the Calculated Fields section to add a column with a count or percentage. Select fields for this section via the Add
link and then click the Edit link in the Conditions column to set criteria for those fields. Use the Match <All/Any> field
to specify whether you want every configured condition to be met, or any configured condition to be met. To
configure a condition, click the Select a Field link and select a field; comparison methods applicable to the field
appear in the dropdown. Select the comparison method and then enter the value to be used with it. Use the Add
Condition ¥ icon to add another condition, or the Add Condition Group ** icon to include a set of conditions to be
evaluated together in a group.

Calculated Fields
Add Remove

Column . . Column Display . i Column Column
Display Ty Condit Sort Ord Sort Direct
|:| Heading =i s snertens Order & ot ras o Hiresen Width (px) Format

D Open Count El Edit 2 EI Unsort El None El
|:| Suspended Count E| Edit 3 E' Unsort E| Mone E| 100 Edit
B Add 4 B Unsort B B 100 Edit

100 Edit

Status Type Is E| Closed E| + -
Date Closed Today E| + | =

Finish
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This example will include a count of the assignee’s incidents with an open status, a count of the assignee’s incidents
with a suspended status, and a count of the incidents that were closed on the current day.

Adding Aggregate Values
Use the Aggregate Fields section to add a column that displays the minimum, maximum, sum, or average values for a
selected field. Use the Add link to select fields for this section.

Use the Filter section to configure conditions for restricting and minimizing data in the entire view (including fields
configured in the Aggregate Fields section). In this example, incidents that either have an open status or have been

closed on the current day will be included in all values in the view.

Aggregate Fields

Add Remove
Column Disnlay Tpe Column Display Sort Orde Sort Direction Column Column
Heading PlaY YPE | Order - - T Width {peg) Format
Business Tii Avera E| 5 E| Unsor E| None 100 Add

Filter

Match = Any B +
Is Mot E| Closed El

Today

Status Type

Date Closed

In the Filter section, use the first Match <All/Any> field to specify whether you want every configured condition to be
met, or any configured condition to be met. To create a condition, click the Select a Field link and select a field,
aggregate value such as total time worked, or event attribute such as whether an incident has been acknowledged.
Then select values applicable to the selected field. You can use the Add Condition Group *** icon to include a set of

conditions to be evaluated together in a group.

Filter

Match = Any E| +
Is Mot E| Closed E| + -
Today E| + [ =

Ensure that the filter won't conflict with your count conditions, as the overall filter will override any defined count
conditions. For example, if you have a count condition based on a date created within the current year but then
define an overall filter for a date created equal to the current month, the column that has the condition of current
year will only display the count of incidents for the current month because the overall filter will apply.

Status Type

Date Closed

Creating Alerts

Alerts appear in a desktop notification (and popup if configured) when a view field reaches a certain threshold; for
example, you can configure an alert to appear when a certain number of Emergency priority incidents has been
reached. Alerts can also be sent via email to multiple support representatives and/or support representative groups.
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Select an alert desktop notification or the View button in the popup to display details. Acknowledge the alert to
remove it from the Desktop notification list.

Alert Mety
) Catons View
™ Alert (1
W
Excessive Emergency Incidents
1 minute ag L
Title: Excessive Emergency Current Value: 16
Incidents Value When Met: 16
Met: 4 minutes ago
Reinztatement: 482019 B:10:52 PM
Author: Barry White

—_— - .
Aggregate C

olumn:

Comparizon Value: Emergency
Comparizon Type: fGreater Than
Comparison 10

Threshold:

Acknowledge Close

Support representatives with the Create Personal Alert permission can access the Alert Designer screen via the Alert
and Dashboard Manager, Notifications menu, [: Alert option in View and Chart components, and the Alert button
in the View Designer and Chart Designer. If you have the Edit Shared Alert permission, you can modify an alert that is
configured to appear for multiple support representatives and/or support representative groups.

Alert criteria is evaluated based on the schedule of the Alert agent, so be sure to schedule the Alert agent in the
Options and Tools | Administer | Agents screen.

Use the Alerts tab in the Alerts and Dashboards Manager to configure and manage alerts.

Create Acknoaiange Reinstate Celete

[J Title « Comparison Column  Aggregate Column  Com (d Valuz Comparison Type Threshold CurrentValue Value WhenMet Met  Reinstatement Awthor Associated View|
Al Incidents by

woessive Emergency Incidents | Priority ririty MErgEncy reater Than rry White: signes, Status,

O E ive Ei Incid| Priari Priori E G Th 10 4 0 Barry Whil Assi 5
and Priority

Acknowledged

Awaiting Acknowledgment

Mot Mat

The underiying view has changed. Edit alert fo correct.

You can select an alert checkbox and click:

* Acknowledge to remove the alert from the Desktop Notification Center.

e Reinstate to enable the alert criteria to be evaluated the next time the Alert agent runs.
e Delete to delete the alert.

Use the Create button in the Alerts screen to display the Alert Designer.
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Using the Alert Designer

Step 1 - As with charts, alerts are based on view values; use the View field or the Chart field to select the view or
existing chart on which to base the alert. If you select an existing chart, the view and value on which it is based will
appear.

The values in the view appear in the Step 2: Select a Value to Chart section; select the value to be used as the basis
for the alert. For example, if configuring an alert to appear when a certain number of Emergency priority incidents
has been reached, you would select Emergency.

Use the fields in the Step 3: Configure Alert Parameters section to specify the title, criteria, and notification options.

Desktop [ Alert Designer

Step 1: Select a Starting Chart Step 3: Configure Alert Parameters

or View
Alert Title Excessive Emengency Incidents
Wiew All Incidents by Assignee, | -
Comparison T Grester Than r
Chart - pe e
Step 2: Select a Value to Threshold i
Monitor
Reinstaternent Interval a Hr(s)
Aszignes
Szatus 5 Min(s)
4 Priority

Current Value 1 Incidents
High

Alert via Desktop ﬂ Cf
Loww
Medium

Alert wvia Email CHf
Add unlisted Pricrity

Date Open=d . . . —
- i Email Custom Motification Alart - Plaase Troubleshoot v + i
Custamer
‘-omparny Alert via Alt Email On n
Source
Description Alt Email Custom Mo Motification v + ra
Tota Motification
Send to Configure...

Alert Title - Enter a name for the alert.

Comparison Type - Select the condition that will use the value in the Threshold field to trigger the alert: Greater
Than, Equal, Less Than, Less than or Equal, or Greater Than or Equal.

Threshold - Enter the number that will be used by the value in the Comparison Type field to trigger the alert.

Reinstatement Interval - Enter the number of hours and/or minutes after which the alert criteria should be made
available to be checked by the Alert agent.

Current Value - The current number of view items appears; for example, if your view is based on incidents, the
current number of incidents appears.

Alert via Desktop - Select On to display the alert in the Notification Center list (and popup, if configured in
Preferences) of those configured in the Send To field:

e All support representatives (if none are selected)
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¢ Only support representatives and/or support representative groups designated in the Send To field

Alert via Email - Select On to send an alert email to the email addresses of the support representatives selected in
the Send To field (or all support representatives if none are selected.)

Email Custom Notification - Select No Notification to send no notification or select or create a custom notification
to send to the email addresses of support representatives and/or support representatives in the groups designated
in the Send To field (or all support representatives if none are selected.).

Alert via Alt Email- Select On to send an alert email to the alternate email addresses of the support representatives
selected in the Send To field (or all support representatives if none are selected.)

Alt Email Custom Notification - Select No Notification to send no notification or select or create a custom
notification to send to the alternate email addresses of support representatives and/or support representatives in
the groups designated in the Send To field (or all support representatives if none are selected.).

Send To - This field appears if you have the Create Shared Alert permission. Click the Configure link to display a
screen for selecting the support representatives and/or support representative groups that should receive the alert
when the criterion is met. Note that if no support representatives are selected, the alert will be sent to all support
representatives.

After you click Save, the alert appears on the Desktop as shown below:

Create Acknowiadge Relnstate Delete
Title « Comparison Column ~ Aggregate Column  Comparison Value Comparison Type Threshold CurrentValue Value When Met  Met  Reinstatement Awuthor Associated View|
O
Al Incidents by
xcessive Emergency Incidents riority riority Emergency reater Than arry White: signee, Status,
E ive E Incid Priari Friori E Gi m 10 4 ] Barry Whi Assi 5
and Priority
Acknowledged
Awaiting Acknowdedgment
Mot Mat
The underiying view has changed. Edit alert fo correct.

When an alert is triggered, the colors will change according to the legend.

Create || Acimowienge | Remstate || Delcte

[ Title « Comparison Column  Aggregate Column ~ Comparison Value Comparison Type Threshold Current Value  Value When Met = Met Reinstatement  Author Associated View

[0 Excessive Emergency Incidents — Priority Priority Emergency Greater Than 10 15 15 4/18/2016 6:25:08 PM Bamy White Al Incidents by
Assignes, Status,
and Priority

Acknowledged

Awaiting Acknowledgment

Mot Mat

The underlying wiew has changed. Edit alert fo correct.

After acknowledging the alert, the alert appears as shown below:

Creste || Acknowleoge Relnstate Delete

[ Title « Comparison Column  Aggregate Column  Comparison Walue  Comparison Type  Threshold Current Value = Value When Met  Met Reinstatement Author Associated View
[] Excessive Emergency Incidents  Priority Prigrity Emergency Greater Than 10 15 15 4M128/2016 6:25:00 PM 413/2016 3:10:52 PM  Barry White Al Incidents by
Assignes, Status,
and Priority
Acknowledged

Awaiting Acknowdedgment

Mot Met

The underlying view has changed. Edit alert to correct.

If the “The underlying view has changed. Edit alert to correct.” message appears, it is because an alert was based on a
column in a view and then that column was later removed from the view. Select the alert in the Title column to
change its settings.
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Deleting Alerts

If you have the Delete Private Alert permission, you can delete an alert that you have created. If you have the Delete
Shared Alert permission, you can delete an alert that is sent to support representatives and support representative
groups (configured via the Send To field). Note that you will need to remove any support representatives and/or
support representative groups in the Send To field before you can delete an alert.

Configuring Charts

Support representatives can view charts via the | Chart or Gauge component on the Desktop, and customers can
view charts via mySupport portals. You can restrict access to specified support representatives, customers, and/or
groups. You can use the Chart Designer to create a chart or gauge for displaying data on any view field. You can
create a gauge for charting one view field value or a bar, column, line, pie, or area chart for depicting multiple value
types if applicable for a view field. mySupport charts have the same configuration fields as Rep charts, but can only
appear on the mySupport portal.

You can use the Work Item Chart Designer to create a chart that will display data in area, stacked area, bar, stacked
bar, column, and stacked line format for tracking incidents, problems, changes, and purchase requests for a specified
time frame. Note that work item charts cannot be included on mySupport portals. See “Using the Work Item Chart
Designer” on page 23 for more information.

Using the Chart Designer

To create a chart for display on the Desktop, select Desktop Content | Chart Designer on the E Desktop Content
menu or Rep Chart on the Create menu in the Content Manager. To create a chart for display on a mySupport
portal, select mySupport Content | Chart Designer on the E Desktop Content menu or mySupport Chart on the
Create menu in the Content Manager.
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To get started, you'll need to select the view on which to base the chart. The values in the selected view will appear
under Step 2; select the value that you wish to monitor. If it is an existing chart, you can click the Edit link to open the
View Designer to change the selected view to incorporate the value you wish to monitor.

The values in the view appear under Step 2; it will change depending on the display
type. If you select a Chart display type, the chart will depict multiple types of values
(for example, all types of priority).

Use the dropdown in
the View field to select

aview. |
Step 1: Select a Sr:arting Step 3: Configure Chart Parameters
View Display Gawge Only Include the Top COn m
Mame | Incident Priority Type Priarity Values Based Upon
Total Incidents:
View AN Incidents for Custom Reportin |+ Chart Type Bar ¥
Only Include the First On m
Step 2: Select a Value to Label 45° v | PriostyValues Based Upan
Rotation otal Incidents:
Chart
i~ Status Sart Order ——— o Display Counts as On m
i . = Percentages
b Commany Access Shared v
Customar Configurs...
Location Salact m-
Department Chart
) Color

Support Rep Group 0 20 40 60O &80 10D 120 140
Authar Incidents

Use the fields in the Step 3: Configure Chart Parameters section to design the chart.
Display Type - Select one of the following:

e Chart to depict multiple types of values (for example, all types of priority) in the format of a bar, column, line, pie,
or area.
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¢ Gauge to depict the amount of a specific value (for example, the number of emergency priority incidents) in the
format of a thermometer or dial. You can select one of the following: Horizontal, Vertical, Full, Half, and Quarter.

Step 1: Select a Starting Step 3: Configure Gauge Parameters:
View or Gauge: Display Chart Max Gauge 100
Mame | Emergency Incidents Type Value
View  Open Inddents by Assigneeand || = Gauge Horizantzl v Gauge Cynamic m
Type Face Color
Step 2: Select a Value to . -
are L - #1910
Gauge: coess Shared [ ] 1290
, Configure...
Azzignes
Date Craated
Pricrity
|
Mediurm
Add unlisted Prioeity .
fiumbsr 0 20 40 80 & I

Customar

Chart/Gauge Type - If Chart is selected in the Display Type field, you can select one of the following: Bar (horizontal),
Column (vertical), Line, Pie, or Area. If Gauge is selected in the Display Type field, you can select one of the following:
Horizontal, Vertical, Full, Half, Quarter, Horizontal Thermometer, and Vertical Thermometer.

Label Rotation (for charts) - Select the positioning of the labels: 0, 45, or 90 degrees.

Legend Position (for pie charts) - Select the positioning of the labels for pie charts: Top, Bottom, Left, or Right.
Sort Order (for charts) - Select the direction in which to sort the chart: Ascending or Descending.

Access - Select:

« Select Myself to keep the chart or gauge private so only you can display it on your Desktop.

* Select Shared to make the chart or gauge available for other support representatives for displaying on their
Desktops.
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Only Include the Top (Entity) Values Based on Total (View Entity) - If Chart is selected in the Display Type field,
select On to only include a specified number of the top grouping. Then enter the number. For example, enter 10 to

only include the top ten assignees.

Step 1: Select a Starting View
or Chart:

Name Incidents - Top Ten Assigness

Viewr All Incidents by Assignes -
Edit

Step 2: Select a Value to
Chart:

:

i Date Cpened

A e
Lastomear

Step 3: Configure Chart Parameters:

Display m Gauge Only Include the Top
Type Assignes Values Based Upaon

Total Incidents:

Chart Type Cohamin r
Top 10
Lahel age = Humber
Rotation
Only Include the First
Sort Order Descanding v Ascignes Values Based Upan
o Total Incidents:
Access Shared ¥ | Configure.. )
Display Counts as
Percentages
- Select Chart I
L] Op Fen ASSIgNess Color
45
20
35
w30
E 2
=
2 20
= 15

-

S o

S o

Only Include the First (Entity) Values Based Upon Total (View Entity) - If Chart is selected in the Display Type
field, select On to only include a specified number of values, from the start of the list according to the specified sort
order. Then enter the number. For example, if selecting incidents by followup date in descending order, enter 6 to
only include the first 6 dates from newest to oldest date.

Select Chart Color - Select the color to display for the selected value. You can select multiple colors for pie charts.

Max Gauge Value (for gauge charts) - Enter the number to appear at the top of the gauge.

Gauge Face Color (for gauge charts) - If Full, Half, Quarter, Horizontal Thermometer, or Vertical Thermometer is

selected in the Chart Type field, select:

e Static to display a specified color for the gauge; the gauge will remain this color as the amount of the selected

value changes. You can choose the color from the color selector or enter the hexadecimal color code.

« Dynamic to display a gauge that will change color (calculated along the color scale from blue to red) every time
the amount of the value changes. If the current value exceeds the number entered in the Max Gauge Value field,

the gauge will remain red.
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Using the Work Item Chart Designer

You can use the Work Item Chart Designer to create a chart that will display data in area, stacked area, bar, stacked
bar, column, and stacked line format for tracking incidents, problems, changes, and purchase requests for a specified
time frame. Note that work item charts cannot be included on mySupport portals. To create a work item chart, select

Desktop Content | Work Item Chart Designer on the E Desktop Content menu or Rep Work Item Chart on the
Create menu in the Content Manager.

1]
“u

Created Court
g Time Qpen - dayis)

Jan "0 Fedr 20 Mar 20 A "3 My 20 Jun 20 Jul "0 g 20

Emergency {Incident)(Created Count E

iergency (Incident j(Avg Time Open)
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Saved Rep Work Item charts will appear in the Work Items module in the Content Manager and in the Work Items
folder in the Chart or Gauge component configuration dialog.

Title

Series Type 1

Series Units 1

Chart Style 1

Work Item Types 1

Series Type 2

Series Units 2

Chart Styla 2

Work Item Types 2

Grouping

Values

Time Frame Type

Last

Time Frame Start

Time Frame End

Add Color

Colors

High and Emergency Priority Incident Trend
Created Count

Count

Area

Change

Incident

Problem

Purchase

Awg Time Open

Cays (1 day = 24 hrs)
Line

Change

Incidant

Problem

Purchase

Shared "  Configurs,..

Priority

Priarity

M/2020 1|
/2020 ]

|| *Leave ampty fo search wnti present sy

| Reset to Default

Title - Enter a title for the chart.

Series Type 1 - Select the type of calculation for the first set of criteria: Created Count, Closed Count, Total Time
Open, Average Time Open, Total Time Worked, Average Time Worked, Total Business Time Open, or Average
Business Time Open. Note that the Total Business Time Open and Average Business Time Open options only apply to
incidents.

Series Units 1 - This field applies to all options except Count in the Series Type 1 field. Select the unit of time for the
time-based option selected in the Series Type 1 field: Minutes, Hours, or Days (1 day - 24 hours).
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Chart Style 1 - Select the format for the first set of criteria: area, stacked area, bar, stacked bar, column, line stacked,
or scatter line. Note that a second series is not supported for the bar and bar stacked chart styles.

Work Item Types 1 - Select the work item record types to chart for the first set of criteria.

Series Type 2 - Select the type of calculation for the second set of criteria: Created Count, Closed Count, Total Time
Open, Average Time Open, Total Time Worked, Average Time Worked, Total Business Time Open, or Average
Business Time Open. Note that the Total Business Time Open and Average Business Time Open options only apply to
incidents, and a second series is not supported if the bar or bar stacked chart style is selected for the Series Type 1.

Series Units 2 - This field applies to all options except Count in the Series Type 1 field. Select the unit of time for the
time-based option selected in the Series Type 2 field: Minutes, Hours, or Days (1 day - 24 hours).

Chart Style 2 - Select the format for the second set of criteria: area, stacked area, bar, stacked bar, column, line
stacked, or scatter line.

Work Item Types 2 - Select the work item record types to chart for the second set of criteria.
Access - Select:

¢ Personal to enable only you and those with the Edit Other Personal Charts permission in their Support
Representative Profile record to add the chart or gauge to a Desktop dashboard.

- Shared to make the chart or gauge available for other support representatives to display on their Desktop
dashboards.

Grouping - If applicable, select the specific field and field value(s) to chart.
Time Frame Type - Select the duration on which to chart the selected field values.

Last - Select Yes to include data for past time frame intervals and then enter the number of intervals in the Last
Interval field.

Time Frame Start/End - This field appears if No is selected in the Last field. Select the dates for the time frame on
which data should be presented.

Add Color/Colors - The Colors field includes the colors to display for the values in the Values field; the order from top
to bottom will correspond to the order in the Value field. Use the Add Color field to select a color to add to the list.

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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