___ Using the iSupport® Desktop

Overview

The iSupport Desktop provides access to all iSupport functionality, including customizable personal and shared
dashboards with components for viewing and monitoring iSupport data, configuration access, and more.

_ | 12
Schadule Customers Disoussions Work Trem Charks Purchase Orders Shared Pinboard Charts Managers +
My Inddents
= Actions - Search aQ v
# | [ Status Priority Customer Description “M
+ Ll Open Medium John=on, Steve Battery dead on phone o
[ open Low Apple, Christina Building thermostat broken.
e
[ open Emergency Johnzon, Steve Cannot Connect to Admin Server =
4 4 2 3 4 5 » M 123 items in 5 pages

PFin Board SR Fx
F u

Type Incident
Mumber: MBIDGT361A
Priority: Medium
Status: Opan
Customer: Stave Johrson
Short Description: — Laptop lssue

Ask manager sbout this ans

i
n Latest: Friday at 12:57 PM by Barry White
- Set: Priority To: Medim
7 & r & &

- St S=ous Too Open

o I . - Bat (yetnimer T Shews Tnhnenn
- o - o

A s i i -

o o i £ - Incident ¥ || Incident ¥ || Incident X

s

e B IMGASE64517 L46KE76514 LeFKATBR2A
1 r Medium Emergency Medium -

. - S

Open Incidents by Group oW mEx
E# T

.y

Open Incidents by Group

Incidents

= A
& &F

+ Selectthe H Create menu option to access to all of iSupport's entry screens. See the next section for more
information.

+ Use the icons on the top right to set preferences, display desktop notifications, search, and access the
configuration module and help, and more; see “Using Desktop Header Icons” on page 3 and “Setting Preferences
on page 57.

"

+ Chat with customers and other support representatives. See “Using Chat” on page 7.

+ Add and name dashboards and include components for viewing, reporting, and monitoring iSupport
functionality. See “Working With Dashboards” on page 13 and “Adding and Using Components” on page 16 for
more information.
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Add quick access icons for commonly used actions. See “Configuring the Desktop Quick Access Section” on
page 61.

Access Preferences on the Profile menu for setting options for your calendar, notifications, quick access icons,
views, signature block, personal rules and correspondence, and more. See “Setting Preferences” on page 57.

Administrators can configure the following desktop settings: dashboard element colors, header text, available
Desktop components, and the record types/features involved in global searches performed by all support
representatives. See “Configuring iSupport Desktop Settings” on page 67.

Note: Functionality may not appear for support representatives if permissions are enabled in the Configuration
module.

Authentication (Logging In and Out)

Methods for authenticating to the iSupport Desktop include:

iSupport’s application login. Your user name and password are set up in your Support Representative Profile
record, and you can change your password via the Preferences option. A Forgot Password link, password
expiration after a specified number of days, a previous password check with a specified number of previous
passwords, and minimum password requirements can be configured via the Rep Security screen in the
Configuration module. You can also force a password reset for all support representatives and enter text to
appear at the bottom of the login dialog.In the Login dialog, use the Reset button to clear the User Name and
Password fields.

]

@ iSUPPORT

User Name Barry Whit=

Passviord T

Resst Cancel

Note: The Password field in the Login dialog is case sensitive. Selecting Out will exclude (for routing purposes) a
support representative from all of the groups in which the support representative is assigned. However, it will
not prevent assignment if a support representative is the default owner of incidents submitted via a mySupport
portal, an incident or change (if enabled) template, or email-submitted incidents.

Microsoft® Windows-based authentication which enables support representatives to bypass the Login
prompt for accessing the Desktop. It will apply to all support representatives. See “Setting Up Microsoft
Windows-Based Authentication for the Desktop” on page 69 for more information.

Single sign on integration. Administrators can use the Options and Tools| Integrate | Single Sign On
Integrations screen to enable a third party application (such as Shibboleth and Otka) to pass user credentials so
that a user can sign in to mySupport or the iSupport Desktop with the same credentials that they use to log into
other applications. See “Setting Up Single Sign On Authentication for the Desktop” on page 70 for more
information.

CAPTCHA. Login-related dialogs will include a CAPTCHA image with a code that the user will be required to enter
after logging in, for access to the Rep Desktop.

Multi-factor authentication. An authentication code to be sent to a support representative after login in order
to access iSupport.

If you are not using Microsoft® Windows-based authentication with iSupport, administrators can use the Options
and Tools | Administer | Rep Security configuration screen to enable password security options, enter text for the
login screen, and configure locks to prevent a support representative who has exceeded a specified number of failed
login attempts from logging in. See the online help for more information.
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Using the Create Menu

Use the E Create menu option to create work items, start an asset scan or scan comparison, and send a broadcast
message. Note that if you don't have permissions to access functionality, its icon will not appear. The Problem,
Purchase, Product, Change, Service Request, Service Contract, Configuration Item, and Opportunity options only
appear if you have the Service Desk edition.
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Broadcast Message

See “Adding and Using Components” on page 16 for more information.

Using Desktop Header Icons
Use the icons to the right of the Desktop header to do the following:

« Select your Profile avatar to display a menu containing links for changing your availability (if enabled in your
Support Representative Profile record), accessing preferences, and logging out.

@ Barry (In}

& Availablility { In )

Preferences

Lospout

¥ it

Click the Availability option to check in and out for routing of incidents (and problems and changes if enabled).
Note that selecting Out will exclude (for routing purposes) you from all of the groups in which you are assigned.
However, it will not prevent assignment of incidents if you are the default assignee of incidents/problems/
changes submitted via the mySupport portal, an incident or change template, or email-submitted incidents and
changes.

Select Preferences to set personal options for using iSupport; see “Setting Preferences” on page 57.
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Use the Logout option on the Desktop menu to log off of the Desktop and display the iSupport Login screen.
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Use the E Notification Center option to display a list of naotifications configured via the Rules, Alert Designer,
and Headline screens. Options on the Desktop Notification Center tab in Preferences (accessed by clicking the
avatar/login) determine whether or not an entry will appear as a popup or list entry; see “Setting Preferences” on
page 57. An example of a desktop notification popup is shown below:
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An example of the dropdown is shown below.

lotification Cente
™ Alert (1) W
Excessive Emergency Incidents w
30 minutes ago
@3 Headline (1) ®
Systern down this weekend 3
17 hours ago
A Incident (1) ®
Mew Emergency Incident x
#FEHEDAST154
2 hours aga
B survey (1) x
Survey Submission Received 3
How'd We Do?
2 hours aga
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« Select ] Recent Items (next to the Notification Center) to access a drop-down list of the ten most recently
accessed work items of a specified type; use the Show # icon to select the type of work item to display in the list.
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. Calendars will appear if Microsoft Office Outlook Calendar and/or Google Calendar Integration is enabled;
you can select calendars with meetings scheduled via iSupport entry screens for work items.
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+ Select E Desktop Content to configure and manage views, charts, news feeds, and alerts. See the online help
for more information on all of these options.
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Select E Search to search iSupport data using keywords and, if searching knowledge, Boolean operators (And,
Or, Not as well as parenthesis to group words and phrases). After entering the search text, select the types of
records to search and then select the @ option to initiate the search. Google can be included if configured in the
Google Integration screen.

7

Search

print o

Include in Search

' Knowledpe Entry B Incident

[ Archived Incident & Problem

[ Aschived Problem M Change

[ Archived Changs O Customer

[ Company O Purchase

[ Archived Purchase O Fag

' Headline O Product

[ Service Contract O Asset

[ Configuration item [ Opportunity

O Google [0 Discussion Posts

Search results will appear as in the example below. Use the Options link on each tab to select the fields to search,
the type of search (Starts With, Contains, Ends With and Is), enable text highlighting, and select the type of view in
which search results are displayed (list or classic).

print = Q
A SIS kI Incidents {5) | Problems (0 = Changes (0}
& options

E9HO96T2T4A Created: 941742015 8:56:16 AM Author: Barry White
Category: Unlisted/Other Status: Approved External Likes: 1
Die=cription: Error - Prints spocler error appears on printer.

Reszolution: Clear the print spooler. To do this you must have Computer Administrator status.

E13C39226A Created: 1/3/2019 11:28:11 AM Author: Barry White
Category: Toner Status: Approved External Likes: O

Dre=scription: Printer maintenance reguired.

Resclution: Maintenance must be performed after 200,000 pages are printed. - Inside: Pop th

Select 1 Configuration to access the Configuration module as well as Search, Favorites, Recently Viewed, and
Top Viewed configuration screens.

h Configuration [+]

Faworites Recently Viewed Top Viewed
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The iSupport Agent Manager service performs scheduled execution of iSupport agents; it is required to be
running for normal operation of iSupport. An Mg Alert will appear above the Desktop Configuration icon when
the iSupport Agent service stops. Agent status'is checked when the Desktop loads; it is updated when the agent
starts or stops. To start the iSupport Agent Manager service, use the icon next to the status indicator in the Agent
configuration screen or go to Administration Tools | Services on the server that is hosting iSupport and start the
service.

+ Select [] Help to open a menu for accessing iSupport documentation, displaying the iSupport license
agreement, and checking the version of your iSupport application, and more. the Online Help option includes
overviews and context-sensitive help topics for iSupport; configuration overview pages contain links to
comprehensive PDFs that cover features by work item type. The help system is installed in the Help/CSH
directory under the directory in which the Desktop is installed. You can select [}l Help in entry screens to display
a comprehensive help topic with information on the functionality in that screen.

(I view Tour

7]
O
i
Ei

iSupport Help

Check for New Versions and Updates

About iSupport

Licensze Agresemsent

Using Chat

The Chat feature enables you to communicate with other support representatives and customers via messaging. You
can use the Options and Settings | Customize | Chat Themes screen to configure the colors for the fonts and
elements in the Chat dialogs; see “Customizing Chat Themes” on page 12 for more information. You can enable
browser-based chat notifications; see “Using Browser-Based Chat Notifications” on page 12.
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Chatting With Other Support Representatives

Support representatives can use the Chat window to send messages to each other; this feature is enabled in the
Global Settings screen.
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9 Mary Smith
Stuart Copeland
Stuart d
Do you have tme to do a @ s ST
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ﬁ Abby Kienle

0 Gena Pirie
s Jack Sullivan

2 Jorge Quentin
@ Kelsey Stout
=

@ Lucy Monahan

Type & message...
@ % il- -] T] g Tess French

Support representatives can use the ' Emoiji option to display a menu of emoticons for use in responses, attach
files via the “ Attach File option, include other support representatives via the & Add Rep to Chat option, and
search for/add a knowledge entry to the chat via the = Add Knowledge Entry to Chat option. Change the font via
the A% Font Size icon.

You can automatically open a chat when an unavailable support representative becomes available by clicking on
their name; an Open Chat When Available dialog will appear for entering an amount of time in which to
automatically open a chat if they become available.

r?-ﬂam;[ln} i -

Incident Counts Dizcussions Rep Manager Today Shared +

@ Mary Smith
Abby Kianl
Open Chat When Available x ﬁ pdma

v Connor Flynin
Open chat with Dvwayne March if available within |10 Minutes ¥

Submit o Gena Pirie
@ Jack Sullivan
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Note that administrators can view chats between support representatives via the Options and Tools | Administer |
Rep Chat History screen in the Configuration module. Administrators can exclude a support representative from this
list via setting in the Support Representative Profile screen.

Chatting With Customers Using mySupport

mySupport chat is enabled in the Feature Basics configuration screen and configured for a mySupport portal via the
mySupport Portal Options screen. mySupport chat can also be hosted on other web sites; see the online help for
more information.

A chat request from a mySupport customer will appear to support representatives that are scheduled to be available
to chat (via the Support Representative Group screen); the window will have an Accept Customer Chat Request
button and a green header bar. If enabled, a countdown will appear on the button.

= ) My system is running slowly and
2 I need o get my reports out.

Accept Customer Chat Requeast
11 seconds remaining

If the customer selected a support representative group or a support representative is only available in one group,
the group name will appear at the top of the chat dialog.

Rep Group: Hardware Repair

My system is running slowly and
[ need to gat my reports out.

"
s

Accept Customer Chat Request
23 seconds remaining

If multiple groups are selected in the Available Rep Chat Groups field on the Chat tab in the mySupport Portal
Options screen, the customer does not select a group, and the support representative is available in multiple groups,
a list of those groups will appear for selection.

m.‘hlmn - X

Select a Rep Group

Quality Control
Hardware Repair

Support

Accept Customer Chat Request
9 seconds remaining
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If automatic incident creation is not configured, icons will be added for adding the chat transcript to an incident.

..Hmh_ - ..-"El..

e My system s nunning showly

and I need to get my reports

ot

pazem Hi Steve, T'm here to help, @

Typs @ MEssage...
eeaHEE & A

Add chat transcript to
history of a new incident

Add chat transcript to history
of an existing incident

If automatic incident creation is configured, a link will display a the top of the chat dialog, and the configured
initial response will display to the customer. The & Chat Responses option will appear for displaying include fields
and configured responses. (Note that chat responses will overwrite any existing text in the entry area; include fields

will append values to existing text.) The support representative can add other reps to the chat and view the
customer’s profile record.

Steve Job -l R Automatic incident creation configured via
the Chat tab in the Core Settings | Groups |
In reference to Incident #IBVF421338 I Support Representative screen

My system is running slowly and

I nead to get my reports out. Initial response configured on the Chat tab

Hi Steve. I 'm here to hel |_in the Core Settings | Groups | Support
PR S R R 9 Representative screen

Include fields for adding the first and full
name from the customer’s profile or initial

) | entrydialog (if not authenticated), as well as
Customer First Name the number and mySupport URL of the
Customer Full Name incident created when the chat is accepted
Incident Number

URL to mySupport Incident

Anything Else to Assist — Cha? responses configured in the Core
ol Settings | mySupport | Chat Responses
Here to Help screen
Ty Remote Aocess Request | _
@ B A = TH— Change font size
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Options for the mySupport Chat Window

An example of a mySupport chat window is shown below; customers can use emojis and print the chat transcript
while a chat is in progress.

Y Staff

Iy sy=tem is running slowly and | need to get my a
reports out

@ Hi Stewve, | 'm here to help.

Type 8 message...

© /s T End Chat

The dialog that appears when a support representative ends a chat can include configurable text informing that the

support representative ended the chat, a feedback question, a link to the incident (if applicable), and the option to
print the transcript.

@ Staff
Configure this text via the Chat tab in the

Core Settings | Groups | Rep Groups screen. The support representative has left the chat.

Enable this prompt via the Chat tab in the ————— 1 Are you satisfied with our service today? |
Core Settings | Groups | Rep Groups screen. )
Customize this message via the Feedback tab
in the Core Settings | Feature Basics | Incident #HBNC261867 Yes
Incident Management screen.

Print Chat Transcript

If a feedback question was included, another dialog will appear with a configured message and space for entering
any comments.

¥ staff
Customize this message via the —Thank you for your feedback.
Feedback tab in the Core Settings |
Feature Basics | Incident Additional Comment:
Management screen.

Thanks for the prompt attention!

Submit
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Using Browser-Based Chat Notifications

You can enable browser-based notifications for chat requests. When an incoming chat is received, the following
dialog will appear on the operating system desktop; click it to open the chat on the iSupport Desktop.

New iSupport Rep Chat Request X

wE SFEnErt ﬂ-

This functionality is available when iSupport is accessed via Microsoft Edge, Mozilla Firefox, Apple Safari, and Google
Chrome (when web site is https); it is not available on Internet Explorer or via a mobile browser.

These notifications must be enabled in browser settings, for each type of browser. The first time you enable the
option you will be prompted to allow notifications from the site; select the Allow option. With the feature enabled
and notifications allowed, the browser will display a notification each time a new chat arrives. A bell will appear on
the iSupport Desktop chat tab as shown in the example below. Different browsers have slightly different options for
how the notifications are presented and whether or not the notifications time out, but iSupport will attempt to only

Lﬁ] Baryiny A 9 & Q & @

send one popup and it will time out after 10 seconds.

Incidents Customers Correspondence Known Errors Change Tasks Hardware Repair Group Reps +
All Customers by Name
= AcCtions - o T
+F [] Name Company Name Emall Pione
+ [ac Unspecified ca@gwi.com Unspecified
<
= 0] Alder, Henry Unspecified ha@gwi.com Unspecified
1] D Apple, Christina Unspecified cal@iga gwi.com Unspecified
(Il Apple, Christine LELSoft ca@gwi.com 360-397-1000
O Adas, Tony Unspecified tai@iga.gwi.com Unspecified
Lt oot e | Chat with iSupport | Chat (1) 47 4 ¥

Browser-based notifications enabled

If you don't allow the notifications, the bell icon will appear empty on the Chat tab on the Desktop; the next time you
click the bell, you will be informed that you will need to access your browser's notification settings to change the
entry for the rep site from Deny to Allow. Note that once you enable notifications for two different types of browsers
(for example, Mozilla Firefox and Microsoft Edge), disabling notifications on one browser type will disable
notifications on all browsers.

Customizing Chat Themes

Use the Options and Settings | Customize | Chat Themes screen to configure the colors for the fonts and elements in
the Chat dialogs between support representatives and support representatives and customers on the Desktop.
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Click on a dropdown to display a color picker for the applicable elements; the selected color will appear for the
affected elements in the example on the right. Hover over the field label (for example, Color) for a description of the
affected elements. Select | No Color to reset a field to iSupport's default color; use the Reset Defaults button at the
bottom of the screen to set all fields back to iSupport's default colors.

Desktop / Configuration / Options and Tools §/ Customize [/ Chat Theme

Headers, Borders, and Icons

mySupport Chat Color LF= Font -
| RS
Motify -
Font
Color
Kelsey Stout -l
Use Gradient < L5 %
In reference to Incident #I4HBEGT1A9A
Chat Info Selectors Lorem ipsum dolor sit amet, @
consecietur adipiscing elit
Curabitur vel.
Color -

I Color E K5 Lorem ipsum dnbr .5'rt am
consectetur adipiscing elit
. Aenean blandit.
Left, Customer, and List Default Avatar

Dwayne March attached

iSuppart.pn
Color - Font - F"II:"‘:I ) png
) Color ) - -
Right Default Avatar @
Helsey Stout is typing ..
Color - Font - ¥ ut is fypdng
' Color : Tyos & message. .

9 &

Left Message Bubble

Color - Font -
) Color )

Right Message Bubble

Color - Font -
) Color )

Center Message Bubble

Color - Font -
) Color )

Working With Dashboards

Dashboards are tabbed spaces on the Desktop that you can label and add components to. Access to dashboards can
be personal or shared; a personal dashboard can be accessed by only the support representative who created it and
others with configured permissions, and an existing shared dashboard can be added by other support
representatives. Configured permissions will determine whether you can create, edit, and delete a personal or
shared dashboard. Restricted access can be configured; see “Setting Dashboard Access” on page 15.
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Select u Add Dashboard to add a personal or shared dashboard, or an existing dashboard, to the Desktop.

Incadent Counts Discussions

Add Dashboard

&% Personal Dashboard
&8 Shared Dashboard

Existing Dashboards

&8 Mpmt
&8 Views

In the Create Dashboard dialog, enter a name for the dashboard and, if applicable, select Yes in the Responsive
Components field to enable component widths to automatically adjust and display complete component frames.
Horizontal scroll bars will be added to the content within each component frame when needed.

Create Dashboard

Mame: Discussions

Responsive Components: u

A Dashboard Designer will appear; it includes options with predesigned dashboards and component layouts.

Cazhboard Designer

K2 (1 D
- [ ] ] 7

Simple Custom Professional
Pick = Sye :'-3"“' SOMmMe predesKgned Choose 2 SYOUL 3D Then Chdose The Start with 2 blank page 3ind GESKgn 10
C3SNDOINTs, G3ta you Want o GISpiay. WOour a3t s oontent.

Right-click on a dashboard tab to display a menu of dashboard options.

If you have added or created a shared dashboard, it will be locked by default to prevent anyone from editing it.
Select Unlock Editing on the Dashboard Options menu to make changes; the dashboard will reload for anyone else

using it after an edit is made.

Dashboard Options

= Open in New Window
Unlack Editing
Renzme

Access

Close

Delate

OxXxXas P

iSupport Software
Page 14



The Lock Editing and Add Component options will appear in the menu after a dashboard is unlocked.

......

-
i
.J‘-
U Access
X
0

Setting Dashboard Access

The l] Access option on the right-click Dashboard Options menu enables you to specify the individual support
representative(s) or group(s) that can access the dashboard.

f

Cave Cancel

To make the dashboard available for other support representatives to add to their Desktops via the Add Existing
dashboard menu option, select Shared. Under Restrict:

To make the dashboard available only to specified groups, place your cursor in the Add Rep Group field and
select the group(s).

To make the dashboard available only to selected support representatives, place your cursor in the Add Rep field
and select the support representative(s).

Use the Desktop/Dashboards tab in the Rep Groups screen in Configuration to display the dashboards associated
with a group.

Other ways to control dashboard content:

To add, delete, and rename dashboards, control dashboard access, and automatically include dashboards on the
Desktop of support representatives, use settings on the Dashboards tab in the Alert and Dashboard Manager
(accessed via the Desktop Content menu). To automatically add a dashboard to the Desktops of specified
support representatives, click the Personal or Shared link in the Access column, select the support
representatives, and click the Save and Push button.

To push shared dashboards associated with a group specified as primary to the Desktop of a support
representative, add the primary group via the Groups tab in the Support Representative Profile screen. You will
have the option to push the dashboards when you save the record.

Use the Permissions screen to allow or disallow a support representative to create, edit, or delete a personal or
shared dashboard, view, chart, and alert on the Desktop. Access this screen via the Desktop Content tab in the
Support Representatives | Roles | Permissions and Groups | Support Representative | Details | Associated
Roles screens.
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Note: The update and refresh of Awareness and Chat functionality, as well as Desktop components, can apply to
only four open pages at one time. The message “Awareness and chat not available” or “Auto refresh and chat not
available” will appear if this is exceeded. These limitations do not apply if you are using Windows Server 2012 with
WebSockets enabled and the current version of iSupport's supported browsers.

Adding and Using Components

Components are small frames that are placed on a dashboard for viewing, reporting, and monitoring iSupport
functionality. Display available components by selecting Unlock Editing and then Add Component on the right-click
Dashboard Options menu. Drag the desired component onto the dashboard. When finished, select * at the bottom
of the dialog.

My Work [tems

i

3

L | 'Tj
Embedded Content Cloud Monitor Facebook Monitor R55 Feed Twitter Monitor

l__.l:

Twitter Rep Manager Rep Map Facebook Cl Relationship Viewer
) B -
Leaderboard Event Calendar Chart or Gauge Global Search Mews Feed
I = 1 /'_,:'E-
w =] = s Y
|_;£ \i : | A -/'I
=4 -4 =
Fin Board Aszzet Monitor Badges Recant [tems

Use the Options and Tools | Customize | Dashboard Settings configuration screen to allow and disallow component
availability, and the Core Settings | Groups screen to specify available components for members of support
representative groups. Note that the Mass Mailing Manager will not appear on the component menu until enabled in
the Mass Mailings configuration screen, and some component functionality is dependent on settings in a support
representative's profile. For example, the Rep Manager component will not appear to a support representative that
does not have the Rep Manager permission enabled in their profile.

Component Functions

+ Resize components via the bottom and right-side borders; you can drag the lower right corner to move both
borders at once.

+ Select E Maximize to display only the component on the dashboard, covering it. The = Minimize option will
appear for you to redisplay the component in a smaller size along with all the other components.

+ Select E Refresh to redisplay the most current data (iSupport data does not refresh automatically when items
are created, changed, or deleted.)

- B aert wil appear for the Chart and View components for creating alerts that will appear in a dialog when a
view field reaches a certain threshold.
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+ Select Configure to display options for the component such as enabling and naming the header and
enabling/disabling the border.

Window Title: View
Show Header: Ho
Show Border: Ho
R TV () o @ Times
Refresh Rate: &0 minutes

The Auto option will refresh automatically when new data is available; the timed interval refresh option will
refresh at the rate entered in the Refresh Rate field.

If you disable the header, select = Show Toolbar to display component icons. The g Move option will be
included for moving the component.

= | Export Adtions - Search Q
£ 117237203 ) [ Status Priarity Assignes Customer
I 11/28/2023 (3)
+ 1172023 (5) Select a folder.
W 11/16/2023 (3)
11/15/2023 (2) i

Asset Monitor

Use the Asset Monitor component to display results of monitoring configured in a scheduled scan and monitoring
definition, including the state of devices and their CPU, memory, disk space, and services.

When you add the " Asset Monitor component to a dashboard, an Add Monitored Devices link will appear for you
to select the devices to appear in the component. Select the devices in the Host column and then click the Add

Selected Devices link.

Add Salectad Devices  Cancel
Sesrch:
Shows Al

o=d Local Machines

The state of monitored items and devices will be indicated by green, red, yellow, and gray dots; you can display
details in a tooltip by hovering over the item or device name.

iSupport Software
Page 17



A green dot will indicate that all monitoring settings in the Asset Inventory Scan and Monitoring Definition are
configured correctly, the Asset Inventory Scan and Monitoring agent is working correctly, and the item or device is
detected by monitoring and meeting configured thresholds.

Add Manitarad Dewvices
= ¥

501 Senver [MSS5L Sene)
® Print Spoolker

® Smar Cad

® Uptime

=

® iSupport Agent Manager

® CPU
@ Memory
Parcent Uptine: To1e2]
Last Update: 3112072 20345 PMW
Last Feponed Walue:  65% utileation
Show Details

A yellow dot will appear if, after everything has been working correctly as described above, the iSupport Asset
Inventory Scan and Monitoring agent or iSupport Agent Manager service has stopped or has been disabled.

Asz=et Monitor

Add Monitored Devices
= @ c=d
@ 50QL Server (MSY0QL5%erver)
® Print Spooler
® Srart Card
® |iptime

® Support Agent Manager

&

Percent Uptirne: 100.0000
Reason Stopped: Agent Disabled
Last Update: 31172019 240833 PM

Last Reported Value:  45% utilization
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A gray dot will appear for a monitored item or device on which the WMI listeners cannot be started (for example,
if an error occurred with permissions).

Aszzet Monitor

Add Monitored Devices
+ @ c=d
= @ ku
@ Uptime
&
& iSupport ?ent hanager

Percent Uptime:  0UDD0D

Resson Unable to initalize WMI event listener
Last Update 371272009 54835 AM

A red dot will appear if, after everything has been working correctly, a problem occurs with the item or device
being monitored such as a service stoppage or a configured threshold that is not met (if any of the configured
reporting thresholds are met (a monitored device is off-line or has high memory or CPU utilization, a monitored
drive has disk space lower than the specified percentage, or a monitored service has a stopped state). Click the

Show Details link in the tooltip to display a chart of the occurrences at which a configured threshold was
exceeded and other details.

Aszzet Monitor

Add Manitored Devices
= W c=d

#® Uptime
#® Support Agent Manager
¥ Smart Card

® S0L Server (M550 5erver)

e CPU

Percent Uptirne: SB92TT

Last Update: 3,/12/201% 122618 PM

Last Reported Value: 32'% utilization

Last Downtine 371272009 122818 PM

Last Actions Incident created (status: Open) and email
Tent at
3122019 140535 PM

Show Detaile
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The Show Details link will appear in the tooltip if a configured threshold was exceeded; click it to display a chart of the
occurrences at which a configured threshold was exceeded and other details:

Asset Monitor Details

ﬂ Limit Exceeded Occurrences
9% -
94%
. Oo—-0
73%
T4% - ; ; ; ; - - - - A
& = & ) & ‘r‘?‘k\ Pl o ) = Y@
s ™ \ P oy ~ \ oy
! ] oy o % 1 1 kst
A nv o . & a® g v &
R ey = = = = o o =
ﬂ Occurrence Details
—— 3/8[19 2:08:57 AM
810 Utilization
Top Processes
61% sglservr
94.4% 5% wiIwp
1% swchost#3
1% dns
N '
T 1% E{:Z.Ccunflg _
1% Gwi.cCSupport.Services
1% wiwp#l
84 4%
A A W
79.4% 4

Badges

The ' & Badges component displays a configurable icon with a count of a view field value. You can click on the icon
to display the view. To configure the Badge component, start by dragging the Badge componenticon to a dashboard.
A larger New Badge icon will appear; select the £ gear option to configure the icon and criteria for the count.

|I Bamy {In} .g:f D HF a ©

My Work ltems

Dif

Open
Incident
Count

Event Calendar

The @ Event Calendar component displays the following; select the type of calendar to appear via the
Configure option in the upper right corner of the component.

« A Google calendar or Microsoft Outlook calendar configured in the Calendar Integration screen. Note that you
will need to use the fields on the Details tab in the Preferences dialog (accessed via the Desktop menu) to enable
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access to your calendar(s), set the work day hours during which you are available to be scheduled via iSupport,
and set the default event duration.

- XFR
€ 5 today - 6/4/2023 - 6/10/2023 DAY - MONTH  AGENDA
Sun, 4 hdom, 5 Tue, 6 WWed, 7 i, Sat, 10
all day
8 - - - - - - -
=
100"

TE

Double-click on a time block to display a dialog for creating a new appointment:

MNew Appointment

Sxaff Meeting

Subject

Starttime  §/6/2023 ~ &30AM T O A day
Emd time | 6/6/2023 ™~ 930AM T

[ Recurrence

Zave Cancel

An event calendar configured in the Options and Tools | Customize | Event Calendars and mySupport Portal
Options Configuration screens. (See the online help for more information.) Event calendars can be used for
support representatives and customers to create and view meetings and submit an RSVP (if configured).

Event Calendar oX Fx

Todzy 4 » [ 6/5/2023 - 6/9/2023 Work Week %
Mon &/05 Tue 5/06 Wed /07 Thu &/08 Fri 6/09
all day
8:00 AM
SERIT Mesting
Staff Meeting
9:00 AM
CQuick meeting in the conference room
10:00 AM

iSupport Software
Page 21



Support representatives with edit access can double-click on a meeting to display and modify event details. A
maximum number of attendees can be set for a meeting; the RSVP button will appear if enabled and the
maximum number of attendees has not been reached.

Event X
Titla Staff Mesting
Start 65,2023 8:30 AM (L) |j
End ® B
Al day event l‘
Diescription E I U es
Quick meeting in the conference room
RSP enabled
Max Attendees 15 -
15 spots available.
E Cancel Delete

* Ascheduled change calendar (Service Desk Edition).

Scheduled Changes oW

Pravious Appointment | Mext Appointment | Print

Filker on: = Scheduled Dabe befare bt B O %
- - I ]
(O(¥) today = 1/25/2021 - 1/29/2021 Day |‘Week Month Agends
Mon, 25 Tue, 26 Wed, 27 Thiu, 28 Fri, 25
all o= 4 KCWGAG3TET - Updats ¥
g=m KCW@E3T5T KOVGA0375 7 Updats
- Updatz sarver Azzignes: Barry White|
z2rver
CED Azzignes:
Barry White
10
11
-
iSupport Software
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Chart

Use the % Chartor Gauge component to display all types of charts configured via the Chart Designer and Work
Item Chart Designer. Select charts via the component configuration dialog. Access can be restricted to specified

support representatives, customers, and/or groups.

= . nte b Ben Y
All INCidents RE[
250
200
150
100 A O
50
_C— e 5 :}
0 L
Jan Feb ar Apr May Jun Jul Aug
B Connor Flynn (Incident - 20159} W@ Dwayne March (Incident - 2015} Stuart Copeland (Incident - 2015)
B Barry White (Incident - 2019) @ Gena Pirie (Incident - 2019} - 2019)

Use the &' Export As Image option to export a chart as a .png file. The image size will be set based upon the size/

resolution of the frame in which the icon was clicked.

To remove an item in the chart, click on the item label in the chart legend (if configured).

Select T Advanced Search to set criteria for filtering data in a chart. Use the Match <All/Any> field to specify whether
you want every <field> <comparison method> <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> <comparison
method> <value> search condition. Select * Add Condition 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.
button to enter a name for the search and save it. The *
saved searches.

Click the Save

Saved Searches option will display; hover over it to display

[y

Match B

Assignee Name

Search Save As

T *
Barry's Incidents

+

Contains

Incidents

.

£ -

w

If Opportunity functionality is enabled, you can display funnel-type charts by selecting Funnel in the Chart Type field

in the component configuration dialog.

Cl Relationship Viewer

|
The ﬁ Cl Relationship Viewer component graphically displays the configuration items related to a specified
configuration item. You can click on a configuration item name to open a record and reposition by dragging icons.
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Use the options in the Control Panel to display different depth levels, select the types of configuration items to
display, and zoom.

Cl Relaticnship Viewer

Caonfiguration Item: Bamy White Workstation -

Legend

- Accessed By
- Connects To

........ - Used By "_"."nul'

Control Panel
Rep Barr...

Depth: 3 Barry Whi...

@

Types: Person
Software

Waorkstation _L
Acti ! = -

m

Cloud Monitor

If you use Amazon Web Services (AWS) to host your iSupport instance, you can view billing details in the Cost
Allocation Report via the @ Cloud Monitor component. The component will display the current month's billing
details for the resources that match a configured instance tag. All charges related to the instance (including EC2, EBS,
Data NO) will appear, including billing details for the past month. Use the Options and Tools | Integrate | Cloud
Integration screen to configure the report.

Cloud Monitor Fa- o S
Cost Allocation Reports:  aws-cost-allocation-2014-03 -
Description Usage Quantity Cost Before Tax  Tax Amount  Total Cost
4  Amazon Elastic Compute Cloud 3
$0.354 per M1 Standard Large {mLlarge) Windows instance-hour {or partial hour) 20650 $7516 $631 $5148
Standard Large Instance {mllarge) Windows instance-hours used this month 20650 $0.00 $0.00 $0.00
$0.574 per M1 Standard Large {mLlarge) Windows SQL Server Std instance-hour {or partial hour) 413.00 $402 26 $33.79 $436.05
$0.00 per GB-month of provisioned storage under monthly free tier 423 $0.00 $0.00 $0.00
$0.00 per GB-month of provisioned storage under monthly free tier 034 $0.00 $0.00 $0.00
$0.00 per GB-month of provisioned storage under monthly free tier 051 $0.00 $0.00 $0000
£0005 per GB-month of provisioned storage - US West {Oregon) 27265 $1363 $0.00 $1363
iSupport Software
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Embedded Content

_—

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

Ernbedded Content - X FX

Crveryieny of iISupport So

Facebook

Source URL: Hhecwrwe opoutube.comembed/zHEKSrw Y ZM4

Facebook

The @ Facebook component displays a Facebook activity feed for a specified web site. To configure this
component, enable Facebook Integration via the Facebook tab in the Social Media Integration Configuration screen
and then use the component configuration dialog to enter the web site (example: www.apple.com) in the Facebook

Domain field.
Facebook o M FEx

zdrat,
xil pchle

Apple — iPad mini — iPad kaZdym coulem.
16 people recommended this.

Apple - iTunes - iTunes Store - Charts - Top 10 Podcasts
410 people recommended this.

st Apple - iTunes - Download and rent She Wants Me
= 271 people recommended this.

Facebook socisl p Ly DOl DUL Wiew

iSupport Software
Page 25



Facebook Monitor

The Facebook Monitor component monitors a Facebook page and displays posts and comments from it. You
can create an incident from a listed post or reply.

Facebook Monitor L.

ISUPPORTSOFTWARE

isupport Software | can't print using the Accounting printer, and my reports are due tamorroe, The
printer in Sales is also down,
5 days ago * comments (0} - reate incident

If the customer's Facebook email address exists for a customer in Customer Profiles, the matching Customer Profile
record will be used; otherwise, a new Customer Profile record will be created with the customer’s email address in
the format of <Facebook username>@facebook.com. A reply will be posted to Facebook with the incident number and
a link to the incident; if the Facebook application doesn't have permission to do this, an email will be sent to the
customer’s Facebook email account.

This component requires that a Facebook application is configured and made available to the Desktop via Social
Media Integration Configuration screen. Enter the page username (which is included in the Facebook page URL) in
the Monitor Page field in the component configuration dialog. The following will appear; click to log in via
Facebook and grant access to your public profile and friend list. Access to your public profile is required. Select the
option to revoke access.

Facebook Monitor o HFAx

i

g

Click to grant access.

Global Search

The aa Global Search component displays a dialog for searching iSupport data using keywords and, if searching
knowledge, Boolean operators (And, Or, Not as well as parenthesis to group words and phrases). Select the record
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types/features to search via the Entity Types field in the component configuration dialog; available record types/
features are specified in the Dashboard Settings and Rep Groups screens in configuration.

Global Search oONEx
Search... = O 0 Search Mumber Only
bW C ST ) Incidents (353) | Assets (72)
¥ Optons...
F

E13C39226A Created: 1/3/2014 11:28:11 AM Author: Barry White
Category: Unlisted/Other Status: Approved External Likes: 2
Description: Where are the emergency contact forms?

Re=zclution: Emergency contact forms are on the Admin sereer.

E13CA453499 Creatad: 1/3/2014 11:34:23 AM Author: Barry White

Category: Keyboard Status: Approved Incernal Likes: O
Description: Computer screen freezes and keyboard is not operadonal.

Rezolution: Turn off the computer by holding down the power button for five seconds.

Use the # configuration option to select the fields to be searched.

Global Search oomr g
Knowledge Entries m Aszels

Mumber Company
Cuestom Mumber ISTUS

Category Short Description
Azzignes Description
Customer Resciution

Use the Search Number Only checkbox to have the search override your configured global search settings and limit
the search of each selected work item type to only include the work item number field. Note that the search uses the
Contains operator.

Use the Options link on each tab to select the fields to search, the type of search (Starts With, Contains, Ends With
and Is), enable text highlighting, and select the type of view in which search results are displayed (list or classic).

Global 5earch P
Search = | Q
Knowledge Entries (12) Incidents {123} Problems {3} Customers (21)
ﬁE .....
Search Fields A n
Numbe Descripti 1
E13 wmaer rption Wl Author: Barry White =
Cat Category Resolution | ) A
Dez|| [¥] Author
Res Contains E| frer 200,000 pages are printed. - Inside: Pop the hood and remove the toner c...
E13 Miscellznesus A r1 Author: Barry White
HEE Enzhble Highlighting Hkes O
Des : board is not operational.
Enable Advanced Boolean Searching
Res lown the power button for five seconds.
List Wiew E|
F14 Bictboe Doecs Wthite
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Leaderboard

Use the 5« Leaderboard component to create contests with configurable award levels, action-based point values,
and badges (icons) to display when an award level is reached. Points can be awarded manually or assigned
automatically based on completion of an iSupport action. Note that the dates in the From and To fields are for
display filtering only; these fields do not affect point accumulation.

Leaderboard o RAFx
Knowledge Base Contest - E
From: E To: =
Rep Points Badges
Barry White 21 A A &

Jorge Quentin 10 A
Jadk Sullivan 5

Stuart Copeland 0

Glenn Danzig a

The EJ Create New Leaderboard option will display next to the leaderboard dropdown for support representatives
with Rep Manager Administrator access. The kd Add or Subtract Points option will display next to participant names
for any support representative designated as a Leaderboard Manager in the Leaderboard component configuration;
this enables the support representative to manually add or remove points.

Leaderboard o KA

Knowledge Base Contest " ﬂ E
From:

Rep
Points: -
u Barr L
u Jorg Comments: Redundant knowledge entry
B -
s

u Stua
0 o cancel
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A leaderboard will appear to a support representative without Rep Manager Administrator access or Leaderboard
Manager designation as follows:

Leaderboard o HEx
Knowledge Baze Contest N E
From: [ To: ]

Rep Points Badges
Bamy White 21 A A AR
Jorge Quentin - 10 A
Jade Sullivan 5

Stuart Copeland 0

Glenn Danzig a

The E Leaderboard Details option displays the leaderboard description and a history of how points were added
and removed.

Leaderboard Details [ % |

Description

Help us improve our knowledge base! If you achieve 20 points, you wil receive a Top Performer award and
£100!1 If you achieve 15 points, you wil receive $50. If you achieve 10 points, you wil receive $25. Contest
ends at the end of the month.

Rep Actions
Date Rep Points Action Added By Comments
7/2f2019 11:2%:10 AM  Jorge Quentin Manual Add 10 Abby Kiznle  He spent the weskend cleaning
up the knowledge base
77212019 11:27:07 AM  Barry Whit2  Manual Add -1 Connor Fiynn Redundant knowledge antry
77202019 11:21:11 AM  Barry White  Knowledge Base Article Authored 1 Cystam
77212019 11:20:07 AM  Barry White  Knowledge Base Article Authored 1 Systam

Close
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To configure a leaderboard, first enable the Leaderboard component in the Dashboard Settings screen. After clicking
the B Create New Leaderboard option to create a leaderboard, enter descriptive details in the upper portion of the
dialog. Then include support representatives for the leaderboard via the Participants section in the Options field.

Window Titke: Lezderboand

Show Header: | ves |

Drisplay Mame: Knowledge Base Contest

Drescription: Help us improve our knowledge basa! If you achieve 20 points,
wiou will receive a Top Performer award and S100! If you achieve
15 points, you will recsive £50, If youw achieve 10 points, wou will
receive 25, Contest ends at the end of the month,

Active: | Yes |

Options: Participants

ier Twio

Use the Leaderboard Managers section to enable support representatives to manually award points up to a specified

maximum.

Crptions:

Participants

Leaderboard Managers \jJ

Kelsey Stout
Stuart Copeland (10 points)
Glenn Danzig (10 points)
Connor Fhynm {10 points)
Bob Franks (10 points)

max points D

Use the Award Levels section to enter the name, points, and badge icon for each award level. Click the D Add Award

Level option to display the Name, Points, and Badge fields; use the

Chpthons:

Participants
Leaderboard Managers i/

Award Levels

og

MName: Thid Place
Points: 10

Badge! S | Medal Award Bronze

Save Award Level option to save your entries.

Crpitions:

Participants
Leaderboard Managers j

Award Levels

8

S, Third Place (10 points)
4d Second Place (15 points)
44 Top Pesformer (20 points)
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Use the Award Actions section to select the iSupport actions and corresponding point amounts that will be awarded
automatically when the action is accomplished.

Orptions:
phinns Participants

Leaderboard Managers 'L/
Award Levels

Award Actions

—Celact an Action— IL] 1 poinits Q

Chat Request Accepted
Driscussion Post Authored

Driscussion Post Rephy Authored

Incident Closed

Knowledge Base Article Authored
Knowledos Base Authored Articlke Approved
Time Basad Rule Exczsded

Time Based Rule Met

Mass Mailing/Approvals

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

To configure this feature:

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

Default Cuthound Require Approval on Mass Mailings ﬂ Off
Settings
Approvers
Accounts
Audd Remove

Design Templates

Mass Mailing D Last Mame «  First Mame  Email Phone Primary Group
Approvals

|:| Flynn Connor chi@texample.com 380-397-1088 Support (IT)
Unsubsoribe Settings

|:| Kienle Abby aki@example.com 280-3897-1000  Administrators

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

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

Mas=s Mailing Manager Ea i P

Author Created Status Recipients

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

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

Maz=z Mailing Manager

Author Created Status Recipients

<8 Bamy White 5/21/201% 8:35:52 AM Rejected View

Microsoft Teams Planner
If you have enabled iSupport’'s Microsoft 365 Teams integration, you can use the Microsoft Teams Planner

component on the iSupport Desktop to view and access scheduled and unscheduled Microsoft Teams tasks. Select
an item in the task list to display it in the Planner application.

Microsoft Teams Planner o=k

Fiteron: = Mome W View in Microsoll Fiennes 12 Unscheduled Tasks
€« % today ~ sep, 2021 DAY  WEEK IEI AGENDA
Sun Mon Tue Wed Thu Fri Sat Bucket 1 (2)
24 30 £ 15ep 2 3 4

Working on
Incident
L859513376
5 6 7 g g 0
Schaduled Unscheduled

Bucket 2 (2)
12

L
-
n
(=]
i
ca

Bucket 3 (1)

News Feeds

The "= News Feed component contains feeds that can contain discussion posts (entered via news feeds on the
iSupport Desktop and mySupport portal) and/or entries for work item updates. See “Configuring News Feed Basics”
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on page 38 for information on creating feeds and setting feed options.

News Feed L g
Support Discussion/Incidents ¥, Create New Post
Auto Refresh On 28
\ Barry White » 2 minutes 2go » Sowrce: Hardware Support |['~a 0 = T
:’ Hey everyons, the printer in Acoownting is down - use the Sales printer a5 2 workaround, |ﬂ
Rephy
- Discussion posts
Steve Johnson = 3 minutes ago » Sowrce:  Hardware Support .{ﬂ n__n =
Is amyone else having trouble printing with the Accounting printer?
Rephy

Incident D8JASE5656 » Updated 4 minutes ago
Slow performance on employes workstation,

Updzte Customer Wark Histony « View zll 3 entries

Barmy White - Set Group To: Administrators - Set Desoription To: Slow performance on

) Earry Whits « 4 minutes ago
:’ - St Priceity To: Medium - Set Status To: Open - Set Customer To: Steve Johnson - Set
Category To: Administration - Bxisting Employes - Workstation - Other - Set Assignee To:

employes workstation, - Set Service Contract To: Mone - Set Company To: LBLSoft, Inc, il

Work item entry

Use the Auto Refresh On link at the top of a feed to stop the news feed from automatically refreshing (but replies
and your posts will still appear). The pause will be released when you manually refresh the component, create a post,

or when the page is reloaded.

News feeds are listed in the dropdown by support representative group or by support representative. Right-click on a

news feed in the list to add to your Favorite Feeds folder.

Support Discussion/Tncidents
3 Faworite Feeds
4 |3 Active Feeds
4  Abby Kienle
Executive Support
4 Adrninistrators
Sales Mesting Topics
5taff Bulletin Board
¥ Hardware Repair
4  Support
Add 1o Favorites
3 Inactive Feeds
" Create Feed

o

(=]

fii
L

-t'ﬂ o B

Work item entries contain updates for incidents, problems, changes, and purchases; support representatives with
the Update via News Feed permission can use the Update Customer Work History link to add work history to the

item.
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Discussion posts are entered by support representatives in news feeds on the iSupport Desktop and by customers
in news feeds on the mySupport portal. Post entries contain Like/Dislike icons and a post menu; discussion-only

feeds include searching and a daily/weekly discussion digest feature.

Like/Dislike

Support DiscussionfIncidents

Auto Refresh On

[ »

|['u 0

Barry White » 2 minutes 290 » Source: Hardware Support
1 Hey everyone, the printer in Aocounting is down - use the Sales printer 25 2 workaround,

Daily or weekly
discussion
digest

post menu

Stewve Johnson « 3 minutes 290 » Source:  Hardware Support
Is amyone else having touble printing with the Accouwnting printer?
Rephy
Creste Incident
Incident D8JASS5656 » Updated 4 minutes ago Follow This Post
Slow parformance on employes Executive Support Maove This Past N
Update Customer Work History » View all Hardware Support
arry White » 4 minutes Sales Meeting Topics
1 - Set Priority To: Mediom StzfF Bulletin Board To: Steve Johnson - Set
Category To: Administraty heer - Set Assignes To:

Barry White - Set Group To: Administrators - Set Desaription To: Skow performance on
employes workstation, - Set Sarvice Contract To: None - Set Company Tos LBLSoft, Inc,

Note that you can manage a customer's discussion feed subscriptions via the Discussion Feed Subscriptions field in

the customer's Profile record.

News feeds that contain only discussion posts will include a search field for performing a literal (but not case
sensitive) search for a character string within all posts in the feed; click the Filter T icon to refine the search by

support representative or customer. Use the Add Condition * and Remove Condition

icons to add or remove

search filters. You can click on a customer’s avatar image or name to open the customer’s Profile record.

Hardware Support ¥, Create New Post

| Type here to search discussion posts

Support

Barry White » Created 1 minute ago « Updated 1 minute ago « Sowrce:  Hardware
Hey evenyone, the printer in Accounting is down - uss the Sales printer as 3 workarownd,

Rephy

Auto Refresh On 3 Updated

%0

Y

-

m

Support

Stewve Johnson « Crested 5 minutes 2go « Updated 5 minutes 290 » Sowrce: Handware
P Is amyone else having trouble printing with the Accounting printer?

Fephy

@0
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Use the Create New Post button to create a discussion post to appear in the feed. You can include images in this
field.

Mew Discussion Feed Post

The Szles printer is down - use the Development printer as 2 workaround.

Pall [ o |
Fobow thspest ([l
Allow replies: [ ves |
Pin: [ ves |

Expires in: 30 ‘:'E\r":S:'

Post Cancel

Poll - This field displays if rep polls are enabled for the feed. Select Yes to create a list of options in a poll-type
post with radio button response options in discussion-only news feeds on the Desktop and mySupport portal.

Mew Discussion Feed Post

Select the date that works best for the company party.

pol =

Fri Feb 7, Sat Feb 15, Fri Feb 28

Folow thispost: (Dl
Allow replies: E
Pint E

Expires in: 30 dayls)

Post Cancel

Poll posts will display only to authenticated users, and a user can only vote once on a poll. Polls can be
disabled for a news feed, and only support representatives with Discussion Administrator permission can
create a poll-type post.

Barry White » Updated 2 minutes 2go « Source: Handware Support u';a Q.o =
Select the date that works best for the compamy party.
) FriFeh7
() satFeb 15

@ Fri Feb 28

Rephy
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Results will appear in a graph after a user selects a response:

Auto Refresh On

Source: Hardware Support

% Barry White = Created 9 minutes ago = Updated 9 minutes ago = ]I':a L o

Select the date that works best for the company party.

Frifen 7

FriFeb 28

] 1 2 3
Yiotes

Feply

Follow this post - Select Yes to enable an email notification to be sent when someone replies to the post.
Notification content is selected in the Rep Follow Notification and Customer Follow Notification fields in the
Discussion Posts section in the News Feed Designer. The Follow option is also included in the Create Discussion
Post dialog; a Default for Follow Option on Discussion Posts field is included in the Preferences screen (accessed
via the Desktop menu) for setting a default for the Follow option in the Create Discussion Post dialog and in the
Reply field on a discussion feed.

Allow replies - Select Yes to include the Reply link on the post.

Pin/Expires in - Select Yes to retain the post at the top of the feed for you and others viewing the feed. A % pin
option will appear on pinned posts. Use the Expires In field to enter the number of days in which the post should
be pinned or leave it blank to pin the post indefinitely.

+  Use the ") Like or Dislike  « options to register a like or dislike; you can click on the icon again to withdraw it.
You can display the names of support representatives and customers who have liked and disliked discussion
posts by hovering over the “£3 Like or "I} Dislike options; this popup will not appear if Anonymous Likes or
Anonymous Dislikes is enabled for discussion posts in the News Feed Designer screen.

Hardware Support L R Create New Post

Auto Refresh On &5

Barry White = 3 minutes ago * Source: Hardware Support
It will sawve time if you have all of the lste

before requesting support. People who like this post %
Rephy Stuart Copeland
Connor Fiynn
F o | Barry White = June 07 at 2:43 PM = o =

«  Select [E4] discussion digest to subscribe to an email regarding discussion activity that can be sent daily or
weekly. It is sent on the schedule of the Discussion Digest agent that is configured via the Global tab in the Agents
screen. The email will list the number of new posts and replies for the day or week, as well as a link to the
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discussion feed. Use the Send Email After New Post option to enable an email to be sent every time a new post is
added to the feed; use the Discussion Post Custom Notifications screen to customize this notification.

Support Discussion/Incidents r & Create Mew Post

Auto Refresh On 28
Subscribe to Daily Digest Hardware Support i

Barry White = 9 rninwte
-{.-_1 Hey everyone, the print subscribe to Weekly Digest £ a workaround,

O =

Reply

Use the following options on the = discussion post menu:

The Delete and Remove options appear if you have Discussion Feed Administrator access and the Allow Post
Deletion and Allow Post Removal options are configured. Deletion will delete the post entirely; removal will hide
a post from other participants viewing the feed but the post will be available in discussion feed views. The text
"This post has been removed due to content that violates our user guidelines" will appear in place of the entry;
this text can be changed for the mySupport portal via the Resource Editor. If you do not have Discussion Feed
Administrator access, you will not be able to delete your own post. Note that an administrator can also remove
or delete a post via a screen in configuration. A customer can remove a post that they created if there is no reply;
this will delete the post entirely.

The Create Incident option appears for posts submitted by customers via the mySupport portal; select to open
the Incident screen with the customer selected and the post in the Description field.

The Follow This Post option enables an email notification to be sent when someone replies to the post.
Notification content is selected in the Rep Follow Notification and Customer Follow Notification fields in the
Discussion Posts section in the News Feed Designer. The Follow option is also included in the Create Discussion
Post dialog; a Default for Follow Option on Discussion Posts field is included in the Preferences screen (accessed
via the Desktop menu) for setting a default for the Follow option in the Create Discussion Post dialog and in the
Reply field on a discussion feed. An & Author Following option will appear when a discussion post author
follows a post that they have submitted.

The Move This Post option appears if you have the Discussion Feed Administrator designation in your Support
Representative Profile record and the Allow Move option is selected in the News Feed Designer. An email will be
sent to the author of the post with the post creation date/time, previous feed and new discussion feed in which
the post is now included, and the post content.

The Share This Post option appears if the Allow Rep Share option is configured for the news feed. It enables
support representatives to share a discussion post via email. The Correspondence screen will appear to the
support representative for using include fields for inserting information related to the discussion post. If the
Allow Customer Share option is configured for the news feed, customers can share discussion posts on the
mySupport portal via the Share This Post = icon; the customer’s mail client will appear with the content of the
post and a link to the post.

The Get Share Link option appears if the Allow Rep Share option is configured for the news feed. It displays a
Discussion Post Share Link dialog for copying a link to a post to the clipboard.

Merge This Post to move a post under another post. After selecting this option a search dialog will appear with
other posts in the feed. Click the date/time link to select the post to which the current post should be moved. Any
replies to a post are also moved.

Disallow Replies to This Post will prevent the Reply link from appearing on a post.

The Pin This Post option retains the post at the top of the feed for you and others viewing the feed. After
selecting this option, a Pin Expiration dialog will appear for you to specify no expiration or the number of days for
the post to be retained. A * pin option will appear on pinned posts.

The Edit This Post option appears for 15 minutes after a post is entered, if a reply has not been posted.
Customers edit discussion posts on the mySupport portal via an # Edit option.
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+ ACreate Knowledge Entry option will appear to enable creation of a new knowledge entry from a discussion
post. The post will be included in the knowledge entry Description field, and the most recent reply will be
included in the Resolution field.

Configuring News Feed Basics

To create a news feed, you can select “i* Create Feed in the News Feed component dropdown, or select News Feed
on the Create menu in the Content Manager. To configure an existing news feed, you'll need Discussion Feed
Administrator access in your Support Representative Profile record; select the .# Edit option next to the feed name
in the News Feed component.

Hame Hardware Repair Group Discussion

Discussion Posts List Under Hardware Repair ¥
Custom Field

Active
Arress

Name - Enter the name for the news feed.

List Under -This field determines how to list the news feed in the Active Feeds folder in the news feed dropdown;
select My Name to list the news feed under your own name or select a group to list a shared news feed under the
name of one of your groups.

Active - Select No in this field to remove the feed from the Active Feeds folder in the news feed dropdown and
include it in the Inactive Feeds folder. This will make the feed read-only - support representatives will still be able to
view the feed and any discussion posts in the feed will be included in global searches. The feed will be removed from
the mySupport portal.

If you have Discussion Feed Administrator access (enabled in your profile record), you can create shared feeds that
can be viewed by others.
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Configuring Discussion Posts

You can include discussion posts, work item updates, or both in news feeds. Note that you can manage a customer's
discussion feed subscriptions via the Discussion Feed Subscriptions field in the customer's Profile record. If itis a
feed that includes only discussion posts, applicable fields will appear as shown in the example below.

. Enabled [ ves |8

Custom Field
allowrost (g te

CCEess R'Emval
Allow Post [ ves |8
Deletion
Allow Post [ ves |8
Move

Show Company E N
Likes/ Dislikes E )
Anonymaus E ]

Likes
Anonymous Yes Ji
Dislikes
Allowr Customer E N
Share
Allows Rep Share E Mo
Sharing Share 2 Post Template v
Template
Allows Customer Yes @i
Poll
Allaws Rep Poll [ ves |09
Rep Follow Disoussion Post Updated - Reg ¥
Motification
Customer Follow Disoussion Post Updated - Cust v
Motification
Rep New Post Disoussion Post Added - Rep v
Motification
0.|5|1:|me_r NE"'_" Disoussion Post Added - Cust ¥
Post Motification
Description Plezss post issuss regarding workstations, printers, and phones. P
a
Icon | Chooss

! o

Enabled - Select Yes to include discussion posts in the news feed.

Discussion Only - Select Yes to field will appear to include only discussion posts in the feed. The following fields will
appear:
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+ Allow Post Removal - If it is a discussion-only feed, select Yes to enable any support representative with
Discussion Feed Administrator access to remove a discussion post in the feed. This will hide the post from other
participants viewing the feed, but the post will still be available in discussion feed views. The text "This post has
been removed due to content that violates our user guidelines" will appear in place of the entry; this text can be
changed for the mySupport portal via the Resource Editor.

« Allow Post Deletion - If it is a discussion-only feed, select Yes to enable any support representative with
Discussion Feed Administrator access to delete a discussion post in the feed. This will delete the post entirely.

+ Allow Post Move - If it is a discussion-only feed, select Yes to enable any support representative with Discussion
Feed Administrator access to move a discussion post and all of its replies to another discussion. The following
email will be sent to the author of the post:

Subject: Discussion Post Moved

Body:

This discussion post has been moved:

- Created: <creation date and time>

- Old Discussion Feed: <previous discussion feed>

- New Discussion Feed: <discussion feed in which post is now included>

- Message: <post content>

This email will not be sent if the person moving the post is not the author of the post.

Show Company - Select Yes to include the following in the avatar hover text for a discussion post; the hover text can
be changed for the mySupport portal via the Resource Editor.

«  “works at <company>" after the customer’s name on a customer post on both the Desktop and the mySupport
portal

« "forum representative" after the support representative’s name on a support representative post on the
mySupport portal

Likes/Dislikes - Use this field to include ﬂ Like and “T Dislike options on each discussion post. You can display
the names of support representatives and customers who have liked and disliked discussion posts by hovering over
these icons; select the Anonymous Likes or Anonymous Dislikes options to prevent display of these names.

Allow Customer Share - Select Yes to enable customers to share a post via the mySupport portal. When a customer
selects the = Share This Post option, the customer’s mail client will appear with the content of the post and a link to
the post.

Allow Rep Share - Select Yes to enable the Share This Post option for support representatives to share a discussion
post via email. Use the Sharing Template field to select a predefined correspondence template that will be applied in
the Correspondence screen; include fields can be used to insert information related to the discussion post.

Allow Customer Poll - Select Yes to enable customers to create a poll-type post as shown in the example below:

= Feed =
ﬁ 3 minutes ago | Staff Bulletin Board SIRST- T4
What is your preference for the company lunch tomomow?
Pizza
Sandwiches
Pasta

)
1]
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After the user selects a response, the results will appear in a graph as shown in the example below.

posts x Updated @~ <

ﬁ Steve Johnson Created 10 minutes ago | Updated 10 minutes ago oY 0

What is your preference for the company lunch tomomow?

Pasta

Reply

After a customer creates a discussion post, an # Edit option will appear to the customer for 15 minutes. Note that
poll posts will display only to authenticated users.

Allow Rep Poll - Select Yes to enable support representatives to create a poll-type post as shown in the example
below.

Mews Feed ES - Pl
Hardware Support o Create Mew Post

Type here to search discussion posts

Lol o

Auto Refresh On & Updated w

Barry White = Craasted 1 minute ago = Updated 1 minuts ago * Source: Hardware Support ;r_~° I;n
Select the date that works best for the nexdt company party.

- ") FriFeb 7
') Sat Feb 15
") FriFeb 28

Rephy
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After the user selects a response, the results will appear in a graph as shown in the example below.

Auto Refresh On & Updated

Barry White = Craated 9 minutes ago = Updated 9 minutes ago = e o LY
Source: Hardware Support

Select the date that works best for the company party,

Fri FEb ? ﬁ

FriFeh 26 | |

Vites

Reply

Discussion News Feeds - This field appears if No is selected in the Discussion Only field; use it to include entries
from other shared discussion-only news feeds.

The following fields appear for discussion-only feeds:

* Rep Follow Notification - Select the email notification to be sent if a support representative selects the Follow
This Post option and someone replies to the post. These notifications are set up in the Configuration module.

+ Customer Follow Notification - Select the email notification to be sent if a customer selects the Follow This
Post option and someone replies to the post. These notifications are set up in the Configuration module.

* Rep New Post Notification - Select the email notification to be sent if a support representative adds a post to
the feed.

+ Customer New Post Notification - Select the email notification to be sent if a customer adds a post to the feed.

+ Description/Icon - Use these fields to enter a description and icon for display on the mySupport portal; it will
appear if you add a Discussion News Feed List link to a mySupport portal navigator. For the icon, your uploaded
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image will be constrained to 64x64 pixels with the proportions locked. You can also display a link for displaying
entries from all discussion-only news feeds and a link for displaying entries from one discussion-only feed.

Executive Support (0) = Hardware Support (4)

@ Pleaze add more detail to this entry.

-»

It will 2ave time if vou have all the latest updates on yvour
system before requesting support.

@ | can't print uzing the Sales printer either.

Sales Meeting Topics (1) h, Staff Bulletin Board (4)
- -
Hev everyone, please submit vour goals for the coming System maintenance is performed every Saturday 9.00 -
year by tomorrow’s meeting. 11:00 a.m. The netwaork will not be accessible at that time.
»

Please place your order for office supplies by this
afternoon at 4:00 p.m.

L J

Staff meetings are now on Tuesdays at 9:00 a.m. in the
conference room. Our fabulous technical writer will bring
snacks.

Configuring Custom Fields

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

Basics Shiows Custom Yes R
Field
Discussion Posts
Required Yes %]
Custom Field >
Acress Label Drevice
Options iPad, Fhone, Android, Gakaey
g
Default Value iPhone v
iSupport Software
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The field will appear in the New Discussion Feed Post dialog as shown in the example below.

Mew Discussion Feed Post

Please apply the latest update to your phones.

Device: iPhone v
Poll: Select
iPad
gl -
Android
Galsey Post Cancel

The custom field will appear as follows to support representatives with Discussion Feed Administrator access;
another value in the dropdown list can be selected or a different value can be entered.

Hardware Support LN & Create New Post

| Type here to search discussion posts l| Y

Barry White » Created & minutes ago » Updated & mimstes ago » qﬁul‘\u = m
Sowwce: Hardware Support « Device! | iPhone v
Please apphy the lstest update to your jpad
o C—
5 Joh Created 11 mi Andre
it - nites - o =
eve Johnson w_ Galaxy =5 300 r[:o h;ﬂ =
Sowwce: Hardware Support « Device: | . |
L Is anyone ebke having trouble accessing the WiFi using their phone?

Rephy

The custom field will appear as shown below to support representatives without Discussion Feed Administrator
access.

Hardware Support - & Crazte Maw Post

| Type here to search discussion posts X | ?

Auto Refresh On 28 Updated

Sowrce; Hardware Support « Device: iPhome

Barry White » Created 3 minutes ago « Updated 3 minutes ago « q‘;ﬁh;u E
Please apphy the latest update to your phones,

m

Sowrce: Hardware Support « Device: Android
Is amyone ele having trouble accessing the WiFi using their phone? _

e Steve Johnson « Crested 7 minutes ago » Uipdated 7 minutes ago » r{:ﬁ(ﬂ
i

Rephy
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Configuring Work Item Entries

Work item tabs will appear if No is selected in the Discussion Only field on the Discussion Posts tab. Use the work
item-specific tabs to restrict display of work items; you can display only work items for a specified field value, view,

and history type.

Enabled

Basics
Dézoussion Poss

Filters

Views

"1 ot

Compamny ¥

W A
My Assigned
My Authored
My Growps
My Locations

History Types ¥ Aponoval History

# Audit History
# Corresponoence History
Customer Audit Hisbory

# Customer Work History

=p Work History
# Rep Chat History
ule Growp Auwdit History
SLA History

Use the Filters field to restrict content to a specified incident, problem, change, or purchasing value; for example, you
can specify that only incidents for a specified company appear. Use the View checkboxes to restrict entries by

assignment and authoring.

Use the History Type checkboxes to restrict entries to appear only if an action creates a work history entry of that
type. As shown in the example below, if only the Correspondence History checkbox is selected in the History Types
section, an entry will appear only if a correspondence is received or sent from a work item.

8

pdate

Thank you,
Kelzsay Staut

Incident DF2G281372 « Updated 27 rinutes ago
Unable to print fram specified application,

Stuart Copeland « 27 rminutes ago
¥ Comespondence Sent - Mare Informnation Required

Please send me more details regarding the issue wou subritted on 3122019 3:17:02 PM:
Incident Murnber 0325221372 Unable to print from specified application,

Configuring News Feed Access

The Access tab appears if you have Discussion Feed Administrator access in your Support Representative Profile
record. Select Yes in the Shared field to enable representatives and customers to view feed entries. (If No is selected,
only you will be able to view the feed entries.) You can restrict availability to selected support representative groups
and individual support representatives (in addition to yourself). When you add a support representative group or
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support representative, feed entries will only be available to those support representatives; in the example below,
feed entries would only appear to Barry White and members of the Hardware Repair group.

Basics Shared Mo

Disoussion Posts Restrict:

Changs L Ber Grous

Incident Hardvwsare Repair {Support) "
Problem Add Rep

Purchasz S e )

=7

If it is a discussion only news feed, you can also restrict access for customer groups and individual customers. Use
the Add Customer Group and Add Customer fields to select the customer groups and customers that can view feed
entries. Use the Post checkbox to enable the Create Discussion Post link for a customer or customer group, and the
Reply checkbox to enable the Reply link for a customer or customer group. Clear both checkboxes to restrict a
customer or customer group to view-only access for a feed.

Basics Shared E Na

Discussion Posts Restrict:

Custom Field i N
Add Rep Group

Add Rep

Add Cusfomer Group
Customer Groups Post Rephy
Administrators |:| x
Add Customer

Customers Post Rephy

Note that you can subscribe a customer to a discussion feed and remove a subscriber from a feed (for example, if
messages to a subscriber are returned) via the Discussion Feed Subscriptions field in the Customer Profile screen.
Permissions for editing other personal news feeds are included in the Desktop Content Permissions configuration
screen.

Pin Board

Use the " Pin Board component to make selected incidents, problems, and changes visible on a Desktop pin board
for tracking. After you have added the Pin Board component added to a dashboard, click the 3 Pin Board option in
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the toolbar of a saved work item. The following will appear; select the pin board(s) on which the work item should be
included and enter a comment for the item.

Add To Pin Board

Select pin boards to pin this incident to:
Incidents - Pin Board N
Shared Pinboard - Pin Board

Comment:
&sk manager about this one

After selecting Pin, the work item will appear in the Pin Board component.

=

Pin Board LS P

FY

Type: Incident Ask manager about this ons ;R
Nurnbar: MEIDE72614
Priority: Medium
Shatus: Cipen
Cushomer: Stewve Johnson
Short Description:  Laphop Issue
Latest: MNovemnber 18 at 12:57 PM by Barry White a
- Set Priority To: Medium

- Sat Status To: Open
- Sat Cnstnmer Toe Shewe Tnhnenn

Incident % Incident ] Incident % Incident

[2GA564517F L46KE67E514 LEFKATGRRZA MBIDGE7Z61A

Medium Emergency Medium Medium

Open Open Open Open

Alton Smith Steve Johnson | | Steve Johnson | | Steve Johnson v

An Allow Reps With Dashboard Access To Add and Remove Items field is included in the Pin Board component
settings on shared dashboards; it enables a support representative other than the dashboard author to edit a pin
board if they have access to its dashboard and applicable work item permissions.
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Recent Items

The Recent Items component displays the ten most recently accessed work items. Record types appear as tabs that
can be reordered, removed, and re-added; use the icons in the upper right corner to pin to the top or remove an
item. Multiple Recent Item components can be added to a dashboard.

Recent ltems oM Ak

Bl ¢:-o
Be Asset Status - Open  Prionity - High
: Slow performance on workstation,
2, Customer
‘ Al Brown
oy Comipanny Status - Open  Prionity - Medim
Password nesded
&} Problem
‘ Al Brown
&2 Change Status - Open  Priority - Low
Printer emors
Purchase
& Steve Johnson
i@ Opportunity Stahes - Cinem  Prioribe - Lo

Ll

GEPCIZIIEA WX

m

GI5CIER1EE

FASA3II4E45

E3MD421779

Rep Manager

Use the &Q@ Rep Manager component to control and access routing availability options, control chat availability, end
a session, and access a work item that a support representative is working on. This component is available to support
representatives with the Rep Manager Administrator option enabled in their Support Representative Profile record.

The Rep Manager Groups tab in the Rep Profile screen will enable selection of the groups whose members will

appear in the component for the support representative.

Rep Manager o X Fx

Group: | Al r

Abby Kienle Available for Routing:
[& )
(@ gwi.com .
‘ SLZET T Available for Chat:
360-397-1000

Working on 1 Incident

Barry White Available for Routing:
(N1 =

D Available for Chat:

360-397-1000

Working on 1 Customer

+ Click on a support representative’s name to display the Routing Availability tab in the Support Representative
Profile screen in configuration and set individual routing options for the support representative.

+ Click on an email address to start an email to the support representative using the default email client
configured on your user client device, and on a phone number to start a call using your default telephone/dialer

application.

+ Use the End Session button to end a support representative’s session to make a license available (if your
company has a limited iSupport license). When a support representative isn't logged in, the date and time the
support representative last logged in will appear in place of the End Session button.

« The Available for Routing button will display "Yes" if the support representative is available for routing
incidents, changes, and problems (if enabled); click No to designate the support representative as unavailable for
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routing. (The support representative will not be included in the selection dialog.) Note: Selecting No will exclude
(for routing purposes) the support representative from all of the groups in which the support representative is
assigned. However, it will not prevent assignment if a support representative is the default owner of incidents
and changes submitted via a mySupport portal, an incident or change template, or email-submitted incidents.

« The Available for Chat button will display "Yes" if the support representative is logged in and scheduled for
mySupport chat; click it to

+  A“Working on <xx> <work item type>" button appears if the support representative has one or more work
items open; click on the button to open the work items. You can initiate a chat if the Awareness Chat feature is

enabled.

Rep Map

The w Rep Map component displays the last known GPS location of any user logged into the mobile application. If
using this feature on a mobile device, location services must be enabled on the device and on the browser. Use the

Google Integration screen to configure this feature.

Rep Map - X
= I . Rosa . wn_
i I IEE“I-E 2llite
L] v :
o ; W 4th Prain Blvd 2
Vancouver &

O N

[ 4+ ! ]
E dth pigi
| — I Hough ?U& Biaye
g Hamey
(501) Central Park 2 Heightt
Barry White 4
6l Esther Short =

E Kl Piain Bhvd
i

I E Wap data E2013 .G.-:u:-.gle - Terms of Use Reporta map amor

Uanadmm

RSS Feed

Use the E)j RSS Feed component to display an RSS feed for a web site. To configure this component, you'll enter the
URL for the RSS feed (example: http://www.brafton.com/industry-news/headlines.rss) and the number of items to

include in the feed.

-

Mo web pages, mo money

Wednesday, December 05, 2019 1:10:33 PM

m

Landing pages, blog posts and other pages bring inbound leads, creating the need for custom content,

files 5

Medi

shutterstock_42196002.jpa (imagefipeq, 645,89 kb)

SED content tells consumers where to vacation

Wednesday, December 05, 2019 12:25:47 PM

SEQ content in combination with organic, custom content helps consumers decide travel plans.
Mediz files
shutterstodk_74064355.jpg (image fipeq, 641.82 kb)
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Twitter

The Q Twitter component displays a Twitter feed for a specified Twitter username. This component requires that
Twitter integration is set up via Social Media Integration Configuration screen.

Twitter

iSupport Software
iSupporiTech

iSupportTech What are the key tenets of ITSM in IT? dhr.it/2mrShs
& daiys 2go + rephy + retwiest + favorite

iSupportTech ITSM has made leaps and bounds since 2009
dher.it/ 2ZmniMm

& danys 2go + rephy + retwiest + favorite

Twitter Monitor
|

The |§) Twitter Monitor component searches Twitter and displays tweets that include a specified search term, or for
a specified Twitter account, for the last 90 days. You can use the Reply link to reply to tweets directly from iSupport or
use the Create Incident link to create an incident.

Twitter Monitor - P S 4

LELSoft Setup assistance needed

§ minutes aga - regly * oneate incident

If creating an incident, a reply tweet will be sent with the incident number and a link to the incident. The originating
tweet will be included in the Description field in the incident, and if the Twitter username exists for a customer in
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Customer Profiles, the matching Customer Profile record will be used. If the Twitter username does not exist for a
customer, a new Customer Profile record will be created in the format of <Twitter username>@twitter.com.

Tweets

_ Lisa Kimery (LELSof 4 hrs
ha® Setup assistance needed
Collapse += Reply T Delete % Favorite *** More

9:20 a.m.-Feb 19, 2018 - Details
LBLSoft

n iSupportTechSupport @iSupporiTechSup 4 hrs
LEBLSoft Incident D2JA425404 created:
eud.iSupport com/IncidentView/. ..
Expand

This component requires that a Twitter application is configured and made available to the Desktop via the Social
Media Integration Configuration screen.

Views

Use the == View component to display iSupport data in iSupport's default views and in views created via the View
Designer and Report Designer. In the View component you can perform functions such as searching, opening and
routing records, and more. You can also display headlines and FAQs.

= Actions - Search QT
& ] Mame Company Mame Email Phone mySupport Ap
+ -

Fogarty, Patrick LBLSoft pf@gwi.com 360-397-1004 fes
Y

French, Tess LBLSoft tfi@gwi.com 360-397-1000 fes

Garrity, Alison LBLSoft agi@gwi-com 360-397-1003 fes

3
o 4 2 3 - r M S0 itemz in 4 pages
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In a view with the read/unread feature is not enabled, all folders will be blue. If read/unread feature is enabled for a
view, the following will display:

- Al green folder will display next to an unread item or a folder with both unread and updated items.
« A yellow folder will display next to a folder with at least one updated item.
« A B pjue folder will display 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.

Al Incidents by Date Craated Fo- - f o
= | Export Actions - Search alr
rd 'm Status Priority Assignee Customer Descy

1171772023 (5)
+  moezo3 @) Cpen Wedium White, Barry Johnszn, Steve Ch...
! Y
2, 11/15/2023 (2) ]
B 11142023 () Cpen Medium White, Barry Johnson, Steve Ch._
1171372023 (2)
W 5/77/2023 (7) Cpen Medium White, Barry John=on, Sceve Ca...

descending order. Next ® and Previous € navigation options will appear in the ribbon bar when an item is
opened from the View component. The Next option will open the next record in the view, and the Previous option
will open the previous record listed in the view. This applies to all iSupport record types within folders.

* You can open any item in a view by cIickirE on it, and you can click on a column heading to sort it in ascending/

« Views do not refresh automatically when items are created, changed, or deleted. To refresh a view, select E
Refresh.

* View functions on the left toolbar include:

= Select the view to display; you can enter text in the dropdown selector to display a list of views matching the
text you enter. An asterisk next to a title indicates that alerts and/or charts have been created from a view. You
can right-click on a view title to add it to the Favorite Views folder. See “Setting Preferences” on page 57 for more
information.

# Edit the selected view in the View Designer.
4= Create a view in the View Designer.

M\ Send a subscription email with an attached file of exported view data. See “Sending View Subscription Emails”
on page 55.

11 Display a quick tour of the View component.

* Use the Search field to perform a literal (but not case-sensitive) search for a character string within all data
displayed in the current view. To perform a simple search, place the cursor in the Search field, enter the character
string, and select [l Quick Search. You can search for an incident number in an incident view, even if it doesn't
exist in a displayed column.

Select Y Advanced Search to set criteria for filtering data in a chart. Use the Match <All/Any> field to specify
whether you want every <field> <comparison method> <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>
<comparison method> <value> search condition. Select * Add Condition if you wish to include another condition.
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You can select "™ Add Condition Group to put a set of search conditions to be evaluated together in a group.
Click the Save button to enter a name for the search and save it.

Al Customers by Mame oK e
= Math Al w + -
# Company Mame Contains w LBL * | - -
+ Search | Save
.
Actions - Saarch o T
Name Company Name Email Phone mySupport Ap
2 [ Fagarty, Patrick LBL5oft pf@gwi.com 360-397-1004 ez "
— -
1 2

Click the Save button to enter a name for the search and save it. The ® Saved Searches option will display on the
left toolbar; hover over it to display saved searches.

All Customers by Manme o X mEx
= Actions - Szarch a | T
r 4 Name Company Name Email Phone mySupport Ap
+ Y

Boon, Dano Unzpecified di@boon.com Unzpecified ez
!
[ Brown, Alten QW ab@gwi.com Unzpecified R
E O Brown, James Unspecified jbE@gwi.com Unspecified ez -
1 3
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Use the Action dropdown menu to perform actions such as opening and routing records. Use the # Add to
Quick Access Toolbar option to add icons to the top of a view. You can drag icons to change the order. The view
action will remain on the Actions menu with a pin icon for removal from the quick access toolbar.

quick access icon

All Incidents by Date Created

= Export AcCtions - W)
7 11/17/2023 (5) COpen [

B 11/16/2023 (4) Mew Incident

+ 11/15/2022 (2) Print |
B 11/14/2023 (2)
11/13/2023 (2)

[0 e 972772023 (7) -

B 9/15/2023 (1) F=

(& & 0F A

x
)

Send Correspondence I

B 6/6/2023 (1) — Relae

B 5/9/2023 (1) ,ﬂ, Aszsociate to Problem I
8= 5/5/2023 (10} B8 Edit Followup

I 471272023 (5) [# Data Overide I

You can specify the number of entries per page in the Preferences screen; when the number of entries exceeds
the specified number of view entries per page, a set of view paging links appear at the bottom of the entries as
shown below:

All Ingidents by Assignes, Status, and Priority oM m R

= Export Actions - Leanch (ST §
|
L d Alar, Toay {11) | Date Opened Company Customer Source Description
i Copeland, Stuart (3)
+ m Flynin, Connor (43) O 11472023 LEL Services Johnson, Szeve Direct Entry Slow performance on worksta...
I
e Closed (3) )
[ ] Open (45) 111572022 LBL Services Johnson, Steve Direct Entry Cannot connect to the netwaork.

B Emergency (14)

m O 112902018 LELSoft Johnson, Steve mySupport C..  Issue discussed via mySuppor...

B French, Tess (38) — -
AL AR D1 Snfr e e Dlimoert Err T

M Kienle, Abby (50}

- ) . 4 2 » » 33 items in 2 pages

You can use the following keyboard shortcuts for paged views on the Desktop:
* Press Alt + to move forward one page

* Press Alt - to move back one page

* Press Alt > to jump forward to the last page

* Press Alt < to jump back to the first page

Throughout the application, you can use Microsoft® Internet Explorer® keyboard shortcuts such as Ctrl+W to
close a window or Ctrl+F to display the Microsoft® Internet Explorer® Find dialog for text searching.

You can export view datain Microsoft® Excel (*.xIs and *xlsx) formats, Microsoft® Word (*.doc) format, Portable
Document Format (*.pdf), or Comma Separated Value Format (*.csv). Comma Separated Value Format is usable
with Microsoft Excel and other third party tools. Use the Export option on the Actions menu to export the data
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represented in the right frame; you'll be able to export all records at once, the current page, or a range of pages,
all based on your current view, search, and sorting criteria.

— Ex_p.: rt Actions - Search QT

# W 562023 (1) C Descriptia

= 5/9/2023 (1) % Export - Dialog - Google Chrome = O X

+ L~ 552023 (10} C Web si...
LB LTE=NGT TR Current page | From page

B 4/12/2023 (5)

8 = 12/15/2022 C _—
(1) Formak: Excal (.xls) o IO p...
0 | 127972022 (1) P — h .
B 11/30/2022 (5) E : Check
B 11/18/2022 (2) 1 Fé'l_fi )
M 10/25/2022 (1) Csv Cannot...

Use the Export link in the left categorized frame to export all records in the view, preserving any search results.

For Microsoft Word and Adobe PDF formats, the horizontal display will be clipped to the display size of the page.

Sending View Subscription Emails

+ Ifthe View Subscription agent is enabled and you have permission in your Support Representative Profile record,
use the 3 Subscription option in the View component to send an email with an attached file of exported view
data to configured recipients on a schedule. The email will be sent via the View Subscription agent, which runs on
a five minute interval. You can utilize a saved search filter of the view; note that if using a view with an @My filter
(including default views in iSupport with "My" in the title) and a support representative is a selected support
representative recipient, the @My filters will apply to the exported view sent to the recipient.

On the Details tab in the Subscription Settings dialog, specify the name and format of the exported data, the
address from which the email should be sent (your address or the configured Email Notification Reply To email
address), and the subject and body of the email. To apply a filter to the view before the export, select a saved
search in the Applied Search field.

Detailz Schedule Recipients
Mame Weekly Incidents by Assignes Report For CEO
Format Excel w
Send From Me [EWaIblsoft.com) w
Applied Search LBL Customers '

Message Details

Subject Weekly Incidents by Assignes Report
Message Hi Coninog,
Here's & report of incidents by assignee for LELSoft as of end of day today.
Thanks -
Barry e
- 3
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On the Schedule tab, specify the days and times at which the export email should be sent.

Details Schedule Recipients
Time  12:00 AM @
Recurrence Weakly -

Recur every 1 wiaekis) on

RepeatOn: [ Sun (O Mon (D Tue O wed B8 Thu O Fi O Sat

-

Repeat End: Mo end date

Use the Recipients tab to specify support representative(s) and others to receive the email.

Details Schedule

Recipients

Suppart Rep Recipiants

Ao Rep

Additional Email Recipients

ol

Connor Flynn

Saved subscriptions appear when you click the Subscription 3 icon; use the links to create, send, or delete.

Name

O

‘Weekly Incidents by Azzignes

Report For CEQ

Subject

Weekly Incidents by Assignes
Repart

Applied Search

LBL Customers

Mext Delivery Date

1143042023 12:00000 AM

All of your configured view subscriptions are listed on the View Subscriptions tab in the Preferences screen, along

with links for sending and deleting.

Profile Details Send] | [ et
Daskeon Notification [ Mame - Subject Wiz Applied Szarch  Mext Delivery Date
Center
Weakly Waakly
Deskean Ouick 2 _ Incidents by = Incidents All .
o | fEE G e
h Report Far Aszignes by Mame Ustomers o
Visws CED Report
View Subscriptions 3 All Incidents
—  Today's Todzy's by Assignes, 11/29/2023
Correspondence ~  Report Repart Status, and 5:00:00 PM
Prioeity
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Setting Preferences

Use the Preferences option on the Profile menu to set personal options for using iSupport.

Profile Details »

Deskiop Motification
Canter

Desktop Quick Access
WiEws
Correspondence
Personzl Rules

Persona
Correspondence

Personal Contacts

Display Time Zone

Work Item Date Picker Format

Password

Google Calendar™ Access

Google Calendar™ Email Address

Microsoft 365 Access

Work Day Hours

Default Event Duration

Work Item Toolbar

Text Editor Toolbar

Tab key inserts tabbed spaces in text
editor fields

Show Seconds on Countdown

Default for Follow Option on Discussion
Posts

Mobile Display Inside Firewsall

Default Mobile Views

Rep Chat Motification Sound

Customer Chat Notification Sound

Approver Delegate

(UTC-08:00) Pacfic Time (US & Can: v

The Display Time Zone is for display
purposes only, Business hours esmlation and
statistics are bazsed on the assignee’s
support center time zone.

MNone hd
Fzsst

Grant Aocess

Grant Access

Start | 500AM| Y | End 500 PM

&0

Classic w

m Always Show | Mever Show
-TE m

N .

HTMLS Interface gl BeESGEER=tIE2

Home w
Bloop hd

Eoop hd

Abby Kianle "

-

Desktop Notification Center: See page 60.

Desktop Quick Access: See page 61.

Views: See page 62.
View Subscriptions: See page 63.
Signature Block: See page 63.

Personal Rules: See page 64.

Personal Correspondence: See page 66.
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Personal Contacts: See page 67.

Setting Your Display Time Zone, Password, and Other Desktop Options

On the Details tab, you can:

Display Time Zone - Select the display time zone to use for all date/time stamps. This is for display purposes
only on your Desktop client.

Work Item Date Picker Format - Select the default date format for work item date type fields: Month/Day/Year
or Day/Month/Year. The None option will default to the format of the server.

Password - Use this field to change your password to log into iSupport. The new password will be updated in
your Support Representative record.

Google Calendar Email Address/Access - If Google Calendar integration is enabled, use these fields to enable
access to your calendar for scheduling meetings via iSupport entry screens.

Microsoft Exchange User Name/Password - If Microsoft Office Outlook Calendar integration is enabled, use
these fields to enable access to your calendar for scheduling meetings via iSupport entry screens.

Default Event Duration - Enter the number of minutes to use in the calculate the length of time between the
default start time and default end time in the New Appointment dialog for event calendars.

Work Day Hours - If Microsoft Office Outlook Calendar and/or Google Calendar integration is enabled, use this
field to set the time frame during which you are available to have meetings scheduled via iSupport. (Dates/times
outside of work day hours will be designated as "Unavailable" in the calendars displayed via iSupport.) Note that
work day hours can also be set in the Configuration module.

The Microsoft 365 Access field will appear if Microsoft 365 integration is enabled; use these fields to log into
your Microsoft account and enable access to the Teams meeting function in the Incident, Problem, Change, and
Customer screens. If consent was given on behalf of the organization when Microsoft 365 Integration is
configured, you will not need Microsoft administrator level access.

Work Item Toolbar - Select how to display the icons and text in the toolbar on work item screens. Examples are
shown below; when you resize the window, you can use the B down arrow to display the rest of the options.

Image Top

H @ ® 2 & @ @ i @ .
Save Save and Exit Save and Logout Print Dalete FontSize »  Counters v Add History Add Aszat
Image Left
ncident - w  \View Tour
EHsave KjSavweandExdt KELYSaveandlogouwt (SiPrint  [i] Delete 4% FontSize v  [#] Counters »  [F3 Add History w
Image Only

w \iew Tour

Save Save and Exit Save and Logout Print Czlete Font Size - Counters v Add History Add Aszet e

Text Editor Toolbar - This field controls whether to display the text editor toolbar when you place your cursor in
a toolbar-enabled field (Popup), retain display of the toolbar over those fields (Always Show), or prevent display

of the toolbar in those fields (Never Show). Note that if you select Never Show, you can still display the toolbar by
clicking the field label link that displays a larger window.
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Tab Key Inserts Tabbed Spaces in Text Editor Fields - Select Yes to enable the Tab key to insert spaces (instead
of moving between fields) in fields with a text editor toolbar (such as the Description and Resolution fields).

Show Seconds on Countdown - Select Yes to control display of the Seconds portion of the countdown clock that
appears when you select (Y Countdown when time-based rules are active in a work item.

Default for Follow Option on Discussion Posts - Select Yes in the to default the Follow option in the Create
Discussion Post and Reply dialogs to Yes. The Follow option enables an email notification to be sent to you when
someone replies to one of your posts. See “Configuring News Feed Basics” on page 38 for more information.

Mobile Display Inside Firewall - Select HTML Interface to display iSupport’'s mobile interface when the iSupport
Desktop URL is accessed via a mobile device; select Full Desktop Site to display the full iSupport Desktop (instead
of iSupport’'s mobile interface) when accessing the Desktop via a mobile device. (The Allow Mobile Access Inside
Firewall setting must also be enabled in your Support Representative Profile record.)

Default Mobile View - Select what to display by default when accessing iSupport via the HTML interface on a
mobile device: the Home screen, Views screen, Search screen, or Recent Items screen.

In the Rep Chat Notification Sound field, select the sound to play when a chat is received on the Desktop.

In the Customer Chat Notification Sound field, select the sound to play when a chat is received on the
mySupport portal.

In the Approver Delegate field, select a support representative who can specify a verdict on work items pending
approval for you. Note that you can also specify an approver delegate in your Support Representative Profile
record.
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Configuring Desktop Notification Center Preferences

The Desktop Notification Center tab in the Preferences screen enables you to specify the delivery method for
Desktop notifications: in the ﬁ Notification Center list at the top of the screen, in a popup, and playing a sound.
Options will appear for alerts and all work item types with rule functionality. Use the Number of Items to field to
specify the maximum number of entries that should appear in the list at one time; use the Sound field to select the
sound to play when the number increments for the corresponding feature in the Notification Center list.

Profile Details Alerts
Deckinn Notification Cent > Mumber of Ttems to L4 Popup Enabled M Sound Bloop W
Display
Dresktop Quick Access
Asset
Views
Mumber of Items to g Popup Enabled Mo Sound Synth L
View Subscriptions Display
Correspondence Cha nge
Personal Rules Humber of Ttems to c Popup Enabled M Sound Drip hd
Displa
Personal Correspondence =Py
Personal Contacts Customer
Humber of Ttems to c Popup Enabled M Sound Diirvg w
Display
Incident
Humber of Ttems to 1 Popup Enabled Mo Sound Bling w
Display
Knowledge
Humber of Ttems to 1 Popup Enabled Mo Sound Clink w
Display
Opportunity
Mumber of Ttems to 1 Popup Enablad Mo Sound Ka-ching
Display
Problem
Humber of Ttems to c Popup Enabled Mo Sound Flubbar %
Display
Purchase
Mumber of Ttems to 1 Popup Enablad Mo Sound Twinkle
Display
Su rvey
Mumber of Ttems to i Popup Enablad Mo Sound Bloop '
Display
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Configuring the Desktop Quick Access Section

Use the Desktop Quick Access tab to add a toolbar with icons for accessing screens in a collapsible bar on the left

side of the Desktop.

4

= Actions -~
F | Mame
+* O Fagarzy, Patrick

French, Tess

Garrity, Alison

Company Mame

LBLSoft

LB Sofi

LB Sofi

L
I
-
x

Email

fEgwi.com

tfi@gwi.com

agi@gwi.com

Search

Phone

260-397-1004

360-357-1000

360-357-1008

Customizable Quick Access Section

To add an icon to the quick access section, drag the applicable item from the Inactive Quick Access Items column to
the Active Quick Access Items column on the right. You can hover over the Inactive Quick Access Items column
heading to display a list of incident/change templates or hierarchy templates and add an icon for creating a work

item from a template.

Prafile Detai's

Views

View Subscrip

Correspondan

Deskop Motification Canter

Deskitop Quick Access 5

tions

u=

Personal Rules

Location

Azzel
: Asszt Scan Comparison
Azt Wizard

Change

Left Cemter | Boltoim Left | Botom Canber

Incident

Wiaw

Configuration

b4

b 4

x

To create a shortcut key, assign an alphanumeric key (0-9 a-z) in the blank field on the item. This key will be used with
the Alt key for Internet Explorer, Google Chrome, and Apple Safari, and used with the Alt Shift keys for Mozilla Firefox.
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Specifying View Options
Use the Views tab in the Preferences screen to specify the number of view entries on a page.

Profile Details Results Per Page 25
Deskiop Motification View Spacing Ml -
Cenber

Condensad

Desktop Quick Access

Results Per Page - Specify the number of entries (results) to display at a time. When the number of entries exceeds
the specified number of view entries per page in the View component, a set of view paging links appear at the
bottom of the entries as shown below:

All Incidents by Assignee, Statis, and Priority b o

Extra

= Export Actions - Learch
I
rd i, Tony (ET) - ] Date Opened Company Customer Source Description
B Copeland, Stuart (3)
- F
t = Flynn, Connor (48} O 114172023 LEL Services  |ohnson, Szeve Direct Entry Slow performance on worksta...
|
o Closed (3) J
B Open (45) 11/1542023 LEL Services  |ohnson, Steve Direct Entry Cannot connect to the network.
[ B Emergency (14) .
w O 11/2902018 LEL=oft Johnson, Steve mySupport C.. Issue discussed via mySuppor...
M French, Tess (3E) . -
I_l AMHLCTNAD I DT lmbhmmme Cemm Mhirmes Db e R . T )
I8 Kienle, Abby {50}
- . . 4 2 * > 33 itemsz in 2 pages

You can use the following keyboard shortcuts for paged views: Alt + to move forward one page, Alt - to move back
one page, Alt > to jump forward to the last page, or Alt < to jump back to the first page.

View Spacing - Select the line spacing for displaying view entries:

Condensed
= | Export Actions - Search
ra B 5/5/2022 (1) - [ Status Priority Assignes Customer Descriptii

™ c 2022 (10) -
-

+ m 4/12/2023 (5) Open Emergency Kirmery, Lisa Garrizy, Alison Web =i...
. B 12/15/2022 (1) _ Open Ermnergency Kirnery, Lisa Alder, Henry Slow p...
B
B 12/9/2022 (1) L Open Mediurm Kimery, Liza Flynn, Connor Check ..
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Normal

View oW om f »®
= | Ewport Actions - Search a T
F . 5/9/2023 (1) [ Status Priority Assignes Customer Description

L 5/5/2023 (10)
= - . . . . , . e
+ 471272023 (5) Open Emergency Kirnery, Lisa Garrity, Alison Web site acc
B 1211552022 (1
B = a 1 | open Emergency Kimery, Lisa Alder, Henry Slow perfor...
b 127972022 (1)
0 s 1173072022 6) 1 | open Medium Kimery, Lisa Flynn, Connor Check Email ...
Extra
View Ea Al
= | Export Actions - Search a | T
ra 5732023 (1) - [ Status Priority Assignes Customer Descrip
L 5/5/2023 (10}
.
* m 471272023 (5) L Open Emergency Kimery, Lisa Garricy. Alison Web sit
B 121572022 (1)
- C
B q12/972022 (1) Open Emergency Kimery, Lisa Alder, Henry Slow pe

T e 1173072022 (6)

- 11/18/2022 (2) 4 “ | Open Medium Kimery, Lisa Flynn, Connar Check [

Sending and Deleting View Subscriptions

You can select ® Subscription in the View component to send an email with an attached file of exported view data
to configured recipients on a schedule; the email will be sent via the View Subscription agent, which runs on a five

minute interval. See “Sending View Subscription Emails” on page 55 for more information. All of your configured view

subscriptions are listed on the View Subscriptions tab in the Preferences screen for sending and deleting.

Profile Details el
Disskens Matification [ Name - Subject Wiz Applied S=arch  Mext Delivery Dats
Cantar
Wesakly Waakly
Dieskoon Quick Access Incidents by | Incidents All 8L 113072023
Aszgnas vy Customers : ey
h Repart: Far Aszignes by Mame ST b Bt
Views CED Repaort
View Subscriptions Al Incidents
Today's Today's by Assignes, 11292023
Correspondence Report Report Staitus, and S:00:00 PM
Priority

Entering Your Signature Block/Selecting a Correspondence Sent Sound

Signature Block - Enter text to append to all editable email that you send from iSupport. You can click the Signature

Block link to display a larger window with a text editor toolbar for formatting text. You do not need to enter blank
lines before the text; two blank lines will be inserted before the signature block when a blank correspondence is
initiated. If an editable correspondence template is selected in an entry screen, one blank line is inserted
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automatically before the signature block. You can edit the signature block text in the Correspondence screen if

needed.

. . Enter the text to append by default to the body of any email that you send from iSupport. Tt will
Profile Datails be editablz in the Correspondence screen, but will not be induded in automatically- generatad
notifications and email ceated from non-editable correspondence templates,
Creskiop Motification

Canter Signatura Black:
Cresktop Quick Access —
Barry White
Views Support Representative

iSupport Software

View Subscriptions

Correspondence Ding b
Personal Rules Sent Sound

Correspondence Sent Sound - Use the Correspondence Sent Sound field to select a sound to play after you send a
correspondence.

Creating Personal Rules

If permissions for personal rules are enabled in the Rep Profile screen, use the Personal Rules tab to configure a rule
that will evaluate specified conditions when any record of a certain module type (Incident, Problem, Change, or
Customer Profile record) is saved and send a notification to the email address in your Support Representative Profile
record if those conditions are met. You can also display an entry in the H Notification list on the Desktop. Note that
creation of personal rules is logged in Configuration Audit History.

Use this screen to configure & rule that will evaluate specified conditions when any incident iz saved and send 2 notfication to the email address in your
iSupoort Support Reoresentative Profile record if those conditions are met.

Hame Emergency Priority Incident Assignment
Active m off
Email m Ooff

Subject Emergency Priority Incident Assignment
Desktop Motification m off

Message Emergency Pricrity Incigent Assignment
5M5 Message u off

Message Emergency Assignment

Configure Conditions

Rule type is 0On Incigent Save LA 7 ]
Hours of Operation: 247 ¥+ |
Match | A ¥ | of the following conditions: o | =

Assignes v Is v \White, Barry v o=

Priority ¥ Is ¥ Emergency ¥ + = -

Note that the Hours of Operation field only applies when Within Business Hours is included in a condition.
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To configure the conditions on which the notification is sent, 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 | al | of the following conditions: oo | e
All
Any

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 incident save. In the Select a Target dropdown, select what to evaluate: a field or event, whether it is within
business hours, etc.

Match | Al E| of the following conditions: e e
Priarity Z| Is E| Lowy E| g = e
Category -
Company
Custom Field il
Customer

Customer Department
Customer Group
Customer Location
Description

Email - Body

Email - CC

Email - From

Email - Subject

Email - To

Email Account

Ewvent |
Incident Status

Incident Status Type

Modified By

mESUEiDrt Oiﬁuns

In the next dropdown, select the comparison method.

m

Match all E| of the following conditions: C R
Priority El Has Changed From E| Low E| e =
Is
Is Mot
Has Changed
Has Changed From

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

Match | Al E| of the following conditions: s
Priority B Has Changed From B High B =
Low
Medium
Emergency

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.
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Creating Personal Correspondence Templates

In the Default From Address field, select one of the following for populating the From field in the Correspondence
screen: Default to use the address in the Email Notification Reply To field in the Default Outbound Email Settings
screen, or Myself to use the email address in your support representative profile.

Profile Details Default From Address Jefault
Desktop Motification Create || Remove
Canter

O Title a Active
Desktop Quick Access

[ Personal Incdent Followup Email Yes

Visws
Wiew Subscariptions

Correspondence

Parsonal Rules

Personal
Comespondence ™

Personal Conlacts

If permissions for personal correspondence templates are enabled in your Support Representative Profile record,
use the Correspondence tab to create a correspondence template that will appear only to you in the list of
correspondence templates available in iSupport. Note that personal correspondence templates will be available for
editing and deletion in the Configuration Audit History screen. Use the Correspondence Template screen to set up a
correspondence template to populate fields when sending correspondence via iSupport entry screens or the
iSupport Desktop. You can include all aspects of an email, including attachments.

Basics 3 Title Personal Followup Email

Message List Under Internal

Prohibit Editing

Usags
Active ﬂ Off

3

Page 66

Send Priority Low m High

Set From Address to Sender n Off

and Lock

Set To Address to Associated n Off

Customer

CC Others To Notify n Off

Include Attachments From n Off

Work ltem

Design Template Loga Fooler b +
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Creating a Personal Contacts List

Use the Personal Contacts tab to specify what to display when type ahead is used in the address fields in the
Correspondence and Correspondence Template screens. You can also add to this list via the Add to Personal
Contacts customer Desktop view action and the Add to Contacts option in the Customer Profile screen.

Prafile Details Add Rep Group

. Adrninistratars {Managameant) #
Desktop Notification
Canter Add Rep
Desktop Quick Access Connar Flynn - cf@&gwi.com »
igws Add Cusformer Group

Cusho Advi Board t]
Wiew Subscriptions HEkemer =1

Add Cusfomear
Correspondence

Christine Apple - ca@gwi.com
Personzl Rules Canner Flynn - cfi@gwi.com

Shuart Copeland - sc@gwi.com
Persona

Correspondence

Parsonal Contacks 3

Configuring iSupport Desktop Settings

Use the Options and Tools | Customize | Dashboard Settings screen to designate:

* The colors of dashboard elements

* Header text with links, images and formatting

+ The components that all support representatives can add to iSupport Desktop dashboards

+ Therecord types/features involved in global searches performed by all support representatives.

Note that you can use the Support Representative Group screen to override these settings and enable available
components and global search record types/features for members of designated groups.
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Configuring Colors and Header Text

Use the Basics tab to configure the colors of dashboard elements; select colors via the color picker or enter an HTML
color code. Use the No Color icon to remove a selected color and reset back to default.

Basics Primary - Fomt Color Def =
Color :

Allovved in Zlokal

Search Secondary - Font Color Def -
Color :

Allovved Dashboard

Components Tertiary - Font Color Def -
Color :
v . Bl
Gradients
Header Text
| Health Insurance Forms Due On Friday

Primary - Set the color of the dashboard buttons, lower edge of the Desktop, Chat tab, and component title bar.
Secondary - Set the color of the active tab and the [ Expand All option in configuration.
Tertiary - Set the color of the EY search and Add Dashboard or L] Component options.

Font Color - Set the font color to black or white, or you can select Default to enable the system to, based on the
selected color, automatically assign black or white depending on which gives the better contrast. (For example, black
will be assigned if yellow is the selected color.) This can be overridden by selecting White or Black.

Use Gradients - Select On to display color gradually from light-to-dark; select Off to display color in a flat, saturated
manner.

Header Text - Enter text and images to appear at the top of the Desktop page between the Desktop Create icon and
the Profile avatar/name. You can format the text and include images via the text editor toolbar. (Note that the text is
white, centered, and selected in this example.)

E Health Insurance Forms Due On Friday - _ 4
o] Bamyim) O D O O #» @

My Work lbems

Specifying Items for Global Search

A global search can be performed via the Global Search component on the Desktop as well as the View | Search
feature in the Incident screen. To include a record type or feature in global searches performed by all support
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representatives, drag the record type/feature from the Don't Include column to the Include column on the Allowed in
Global Search tab.

o PE—— BT~ |

Allowed in Global Headline b3
Search
Change o
Allowed Dashboard
Components Knowledge Entry x
Incident b3
Customer k3

Specifying Allowed Components

To make a component available for support representatives to add to their Desktop dashboards, drag the
component name from the Don't Include column to the Include column. See “Working With Dashboards” on page 13
for information on each component.

Colors Select Components fo add... v W

Allowed in Globa Asset Monitor o
Search

Rep Manager o
Allowed Dashboard
Components Calendar ]

Note that some components will not appear until functionality is configured:

+ The Calendar component will not appear in this list until Calendar Integration is enabled in the Options and Tools
| Integrate | Calendar Integration configuration screen.

+ The Mass Mailing Manager will not appear in this list until enabled on the Mass Mailing Approvals tab in the Core
Settings | Email screen.

+ The Twitter Monitor component will not appear in this list until a Twitter application is configured and enabled
for the Desktop in the Options and Tools | Integrate | Social Media Integration configuration screen.

+ The Rep Manager component will not appear to a support representative that does not have Rep Manager
access enabled in his/her profile.

Setting Up Microsoft Windows-Based Authentication for the Desktop

You can set up Microsoft® Windows-based authentication with iSupport, enabling support representatives to bypass
the Login prompt for accessing the Desktop. It will apply to all support representatives.

Use the following steps to enable Microsoft® Windows-based authentication for the Desktop. Because this
procedure affects support representative logins, it's a good idea to do it after work hours.

1 Foreach support representative, enter the complete Microsoft Windows user name (domainname\username) in
the Login field on the Details tab in the Support Representative Profile screen.

Login ExampleCa\EW

Password Reset
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2 Open the iSupport Configuration Utility in the <directory in which iSupport is installed>\Utilities folder. Verify that
the Desktop File Path field contains the correct path to the RepClient folder, or change it if necessary. (If the
Desktop File Path field does not contain an entry, use the Browse button to select the location of the RepClient
folder.) Select the Microsoft® Windows-Based radio button in the Desktop Settings section. Then click OK.

iSupport Configuration Utility Illi-

Application |SSLITLS | Databazes | 53L Logins | Logging Management | Cache |

iSupport Desltop Settings

Rep Client Path: |C:\Program Files\iSupport\RepCliert || Browse |

Support Representative Authentication Method

() iSupport Login (®) Microsoft® Windows-Based

App Pool User Permissions

wieb Applicati
U:er:ﬁpp ication | | Browse |

| (Grant Permission |

iSupport mySupport Settings

User Client Path: |C:\Program Files*iSupport®UserClient | | Browse |

Customer Authentication Method

(®) iSupport Login () Microsoft® Windows-Based

Setting Up Single Sign On Authentication for the Desktop

You can now use the Single Sign On Integrations screen to enable a third party application (such as Shibboleth and
Otka) to pass user credentials so that a user can sign in to mySupport or the iSupport Desktop with the same
credentials that they use to log into other applications. Note that iSupport's login method (forms-based) must be
enabled for the iSupport Desktop (not Microsoft Windows-based authentication).

Note that if you need to register iSupport with an identity provider that will be used for authentication, it must be
done prior to the creating/obtaining the metafile from the identity provider. The following provider and consumer
URLs for all four iSupport sites might be needed to register iSupport with an identity provider that will be used for
authentication:

Rep
« lIssuer: rep_url/
+ Consumer: rep_url/SingleSignOn.aspx

User
« Issuer: user_portal_url
+ Consumer: user_portal_url/Account/SSO

Mobile (external)
* |Issuer: mobile_url
+ Consumer: mobile_url/SingleSignOn.aspx

Mobile (internal)
« Issuer: rep_url/Mobile
+ Consumer: rep_url/Mobile/SingleSignOn.aspx
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Use the metadata file in the Load Settings From Metadata File field; when loaded, it will populate the Issuer, Single
Sign On URL, and X509 Certificate fields. If using Shibboleth, you'll need to change the URL in the Issuer field to the
URL for the applicable iSupport interface (rep or user) and change “POST" to “Redirect” in the URL in the Single Sign
On URL field.

Desktop f Configurstion [ Options and Tools £ Integrate § Single Sign On Integrations:
Hame Zhikkoleth Rep
Active n Off
Target Fep Desktop
Login Button Text Log In via Shikbboleth
Load settings from
metadata file
lesuer hittp: A= servernamesiep
|
Single Sign On URL hittps: F=servernames=idpiorafileS ML 2R edirect S50
X509 Certificate RIDZ GO AR g e B GlUIE 250 THE+F Sa 80903 2w GhER e we Doy JKo Dk ek A2EL
B s HTERBARL T A | E 0 et omb ] e s A S ] Tk 3 IR AR A W T TE A BAC b b A Tlon |
Change to the URL for the iSupport Desktop Change "POST" to "redirect”

The iSupport login dialog will include a button labeled with the contents of the Login Button Text field in the Single
Sign On Integrations screen; further dialogs will appear as required by the identity provider.

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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