mySupport® Features

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

E @ Staff

View Training Schedule

Welcome to the Staff Support Center

*® (losed

ﬁ H8GD265763 Customer is Steve Johnson | Company is iSupport Software |
Statws is Closed | Opened on 8/16/2019 | Closed on 8/16,2019

Drescription is Server down
Resolution is Server back up
Update « View all 2 entries
Barry White « Augus at 1234 P
ncident closed

W

Everything on a mySupport portal is configurable, including all label and header text. You can configure the feature
links, fields that appear for viewing and submitting records, etc. An unlimited number of interfaces can be configured
to target different customer groups. iSupport includes several themes; a theme can be easily customized. You can
also create different display and submit layouts for work item functionality on a set of mySupport options via the
mySupport Layout links included for each module (incident, knowledge, problem, change, purchase, and service

contract).

You can enable customers to add and customize dashboards and components that you make available via Options.
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mySupport portals can also be accessed via a mobile device; you can create a mySupport options set for mobile

devices and assign it to a customer, company, or customer group.
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Feature List
Follow the links below for information on mySupport Portal features.
General
Login and Logout - see page 3.
Home - see page 25.
Account Settings - see page 5.
Surveys - see page 9.
Work Item Submission
Easy Submit - see page 9.
Incident/Change/Purchase Submit - see page 10.
Incident/Change Template and Hierarchy Template - see page 11.
Service Catalog/Service Catalog Section - see page 12.
Work Item Viewing and Searching

Charts - see page 14.

o 1245
Barry Whita

SHerie prarlieTnanon o

Barry Wihiln subreitad

Feeds (Global, Incident, Problem, Change, Purchase, Service Contract, Service Request) - see page 15.

Search/Global Search - see page 17.
Incidents/Changes Pending My Approval - see page 19.
My Archived Incidents News Feed - see page 19.
Search Incident Archive - see page 20.
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View/View List - see page 20.
Informational Elements

Embedded Content - see page 21.

Event Calendar - see page 21.

Facebook Monitor - see page 22.

FAQs - see page 22.

Headlines - see page 23.

Help - see page 24.

Knowledge Base - see page 25.

Link to PDF - see page 28.

Rich Text Area - see page 29.

Self Help Guide - see page 30.

Tutorial - see page 31.

Twitter Monitor - see page 32.
Communication Features

Bomgar Chat - see page 33.

GoToAssist - see page 34.

mySupport Chat - see page 34.

Discussion Feed and Discussion Feed List - see page 39.

General

Login (Authentication)

The types of access that can be configured for a mySupport site are as follows:

+ No required authentication - customers can access all features but must enter a name and email address in
order to submit or view incidents and changes; a Customer Profile record will be created after their first incident
is submitted.

« Required authentication for the entire mySupport site; if customer or company groups have been created, access
can be limited according to group.

+ Required authentication for submitting and viewing incidents and changes and submitting a discussion post. If a
customer has not logged in, the Reply and Create Discussion Post links will not appear and a login dialog will
appear when the customer attempts to submit or view an incident or change.

A mySupport options set can be configured as Public Knowledge Only; it will only include a Knowledge page and no
access settings will apply.

Authentication can be controlled via iSupport or Microsoft Authentication. A mySupport login can be included in
each customer’s Customer Profile record or customers can use Account Settings to link an account for authenticating
automatically via Facebook or LinkedIn®.

A third party application identity provider (such as Shibboleth and Otka) can be configured to pass user credentials
so that a user can sign in to mySupport with the same credentials that they use to log into other applications.
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If using iSupport authentication, the login dialog can be configured to include a Remember Me option, Register
option, and/or Forgot Password option. (The Password field in the login dialog is case sensitive).

1
Username .

Password

Dﬁemember Me

Login | or Register

Forgot your password?

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

First Hame .

La=st Hame
Email
Re-enter Email
Username
Password
Phone
Company

Register

Registration review can be configured; it will disable mySupport access in the customer’s Profile record and
create an incident via a template.

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

+ The Remember Me option places a cookie on the customer’s system.

CAPTCHA and Multi-Factor Authentication

If you are using iSupport's forms-based authentication, you can enable a CAPTCHA image with a code can be
included on login-related dialogs as well as the Calendar RSVP Login and Calendar RSVP Register dialogs that appear
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on mySupport when authentication is not required and a customer is not logged in. Note that the code is case-

sensitive.

Username I

Password I

[CJRemember hie

Login or Register

Forgot your password?

Multi-factor authentication can be enabled to send an authentication code to a customer after login in order to
access iSupport. SMS can be enabled to send an authentication code via Short Message Service (commonly known as
text messaging) to the customer.

Account Settings

The Account Settings dialog is accessed via the Account Settings & icon or a navigator link on the portal; customers
can set their avatar, password, time zone, default follow option, and notifications, remove saved searches, link an
account for authenticating automatically via Facebook or LinkedIn®, and stop following specified knowledge entries.

E @ Staff &
Account Settings n
]

Password

To choose an image to display next to your name, drag and drop an image
click 5elect Image

Select Image
Time Zone

Follow Posts

Motifications

Knowledge Base Follows

Approver Delegate

Avatar - This section appears if the Allow Avatar Edit option is enabled on the Customer tab in the mySupport
Options configuration screen. It enables a customer to set his/her avatar that will appear in the upper right corner of
the portal, in discussion posts, and on the Approvals tab in the Incident, Change, and Purchase Request screens (if
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the customer is an approver in an approval cycle or a customer on an incident or change). The avatar will be updated
in the customer’s Profile record.

ﬁ To choose an mage 1o disp gy NEXT 10 your name, drag and arop an image or dick Select mage

Paszwiord

Select Imaps
Password - This section enables a customer to reset his/her password for logging into the portal; it will be updated in
the customer’s Profile record.

Current Password

New Password

Re-enter Password

Time Zone - This section enables a customer to set the time zone for dates that display on the portal.

Account Settings n
AuaEta Selecx the time zone you wish dates to display in.
Pas=word efault Time Zone b
Time Zone
Save
Follow Posts

Follow Posts - The Follow option in the Create a Discussion Post dialog enables an email notification to be sent
when someone replies to the post. A user’s first discussion post or reply will determine the default for the Follow
option in the Create Discussion Post dialog; a customer can set this default to Yes in this section.

Account Settings

fvaia St default Follow optdion on Create Post and Reply dialog

o es:

Password
SEI‘-E

iSupport Software
Page 6



Notifications - Customers can use the Notifications section to enable a notification to be sent via email, SMS, and/or
Twitter direct message whenever a rule results in any notification to the customer regarding work items (incidents,
problems, changes, purchase requests).

Natifications

Use these settings to configure update notifications. You'll be able to enable or dizable these notifications after vou save a work item.
Change notification settings for a work item via the Neotification button in the work tem toolbar,

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

Email Settings
Default B4 Sj@example. local

Text Message Settings

Default & 3800000000@vtext.com & Remove
Twitter Settings
Default W ExampleCo © Remove

Customers can enable or disable notifications for a work item after saving, and change notification settings for an
existing work item via the Notification button in the work item toolbar.

Submit Successful

This is an automated reply, your request has been received. You may contact
iSupport Technical Support at (360) 397-1099 if you have any questions regarding the
status of this issue or can provide us with further information to assist in its
resolution.

Your reference number is EBHE3G6AASR.
Notify Me Via

& Email
M SMS
o~ Twitter

In the Notifications settings, customers configure the phone number and/or Twitter account to which the notification
should be sent. If using Twitter, note that the user needs to be following the account associated with the configured

Twitter application.

When a customer adds a phone number and selects a configured SMS carrier, the number will precede the carrier’s
@<domain name> email address to create the SMS gateway for the message to be sent. A text will be sent to the
phone email address with an activation code.

The Default checkbox will populate the work item notification settings. Customers can prevent all email notifications
by deselecting Default under Email Settings, or prevent email notifications for a work item by deselecting Email via
the Notifications button in a work item. Note that one notification option must be enabled.
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Saved Searches - This section enables customers to remove searches saved via the Save Search feature; for feeds
accessed via navigator items, customers can enter a term in the search bar and then click the gear icon to save the
text entered with a name and description.

print x :

| Advanced Search |

Save Search
ﬁ HEVD456A17 Customer is Steve Johnsen | Compamysosaorc|
Status is Open | Opened on &/30/2019 | Closed on

Description is Accounting printer is down.

Resolution is

The saved search will be added to the top of the navigator under the "My Saved Searches" heading.

= Y sttt A %

Search in Menu X - print x| &

My Saved Searches =]

Incident =] ﬁ HE&VD456A1T Customer is Steve Johnson | Company is LBLSoft | Status is
Open | Opened on 6/30/2019 | Closed on

= A Ll

primt x

Linked Accounts - Customers can use this section to link an account for authenticating automatically via Facebook
or LinkedIn®; for example, if the customer is logged into Facebook, the customer will not need to enter an iSupport
login. Note that Facebook and LinkedIn applications must be configured in order for these options to appear.

Linked Accounts

Link an account to be automaticalty logged in when you are logged in to a linked account.

| Add a new linked account: vl

Add a new linked account:
Facebook

Linkedin

Knowledge Follows - If the Follow button is enabled for following a knowledge entry, its author, and/or its category,
customers can stop following entries in this section.

knowledge Hase Follow

‘ EQH9EE 3525 Q Remove

View Complete Profile button - If a mySupport customer profile layout is configured, this button appears for the
customer to view their profile record.
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Surveys

If a survey has been sent to the customer, the number by the Notification Center 1 icon will increment; clicking on
the survey name will display it for completion.

=] '@ st LT

Calendar M Incident Survey

L8]
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An example of a survey is shown below.

“@rsmﬂ

survey

How would you rate the knowledge level of the service rep who assisted you?

How would you rate the overall satisfaction with the service you received?

¥oelent

Cood

=

Work Item Submission

Easy Submit

iSupport’s Easy Submit functionality enables customers to use an older version of a device that cannot render HTML5
to submit incidents. The Easy Submit interface contains a Description field along with any fields required for
authentication. This functionality utilizes the device's user agent string, which identifies the browser version and
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other device details. You can also include an Easy Submit link on a mySupport portal navigator to display the Easy
Submit interface.

aews’ Yarizon T a:40 AM

Y Staff =]

Submit your issua

First Mame

Last Name

Email

Company

Location

Phona

Dascription

Submit

You can enable the customer to enter a company, location, and/or phone number via the Easy Submit interface, and
use an incident template to apply to incidents created via the Easy Submit interface on a mobile device.

Incident/Change/Purchase Submit

You can create links for customers to submit an incident, change, or purchase request. The fields and tabs included
on the Submit screen are configurable, as well as the default mySupport-submitted record assignee and the text to

display after submission. Authentication (logging in) is required in order to submit and view incidents, changes, and
purchase requests.

Categony: Humber: EAKASH AZA Company:  LBLSoft

Felated

Openead: 1002002018 Customer: Steve Johnson @)
Iltems:

lzzue

Crascription:

B I U

You can enable the category picker for a template and require that the user selects the lowest level category.

Custom fields can be individually enabled or disabled for display on a mySupport portal. Note that If a call scriptis
enabled for a category set, it will not display on a mySupport portal. Rule groups for customers, companies, or
category sets are applied to mySupport-submitted incidents; the default rule group will only be applied if none of the
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provided category levels, the customer, or the company are associated with a rule group. However, if a rule group is
associated with a template, the template rule group will override any rule groups assigned to the category, customer,
or company. Any rule group associated with the lowest level of category will be applied; if none is associated, the
next (higher) category level is searched, and so on.

If configured, an Update button will appear after an incident or change has been submitted. A customer can use it to
enter text that will be included in the work history. Customers can select the history types to display via the Change
History Settings button on the toolbar. The Approvals button will appear if the approval button is configured in the
mySupport Options screen and a customer’s work item is pending approval or a customer is the current approver
due to specify a verdict. Verdict options are Approve, Decline, or Comment Only. A customer can cancel approvals if
the customer is assigned to the work item. The Approval Graph button displays approvers in the cycle.

]

Category: Hardware
Approvals
Priority: High
This Incident is pending your approval.
Select an Action B
) ) Select an Action
Detailz History Attachmg
Decline
Desoription: Comment Onhy
B I\ U
Slow performance on workstati
Submit Close

If you have an unlimited support representative license, a customer can be designated as a mySupport Editor via the
Customer Profile screen. This enables the customer to choose another customer for a new incident and edit the
incidents and FAQs that the customer has access to view.

Incident/Change/Purchase Template and Incident/Change Hierarchy Template

You can create links for customers to submit an incident, change, or purchase request using a template that will
populate fields. Note that if an auto-close incident template is included on a mySupport portal, the incident status
will not change to Closed; the incident will remain open. Custom fields can be individually enabled or disabled for
display on a mySupport portal.

Search in Menu » e Save
Menu Jumber. EAKD348584 Company: LBLSoft
Support Resources Cpened: 10/20/2018 Customer: Steve Johnson &
Account
lszue
Incidents =
Description
Web Site Access Heguest
B I|u

Incident News Feed

. ] Please provide access to your web site.
[# Submit Incident F Y
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You can include links for customers to submit an incident or change using a hierarchy template that will populate
fields and create a hierarchy of records. Note that only a top-level template will appear when the link is clicked.

Service Catalog

Service Catalog functionality is available if you have the Service Desk edition. It enables customer requests of
services, products, policies/procedures, etc. utilizing configured Change and Purchase templates. An entire service
catalog or only one section can be included on a mySupport portal; access to a service catalog section or individual
service request entries may be restricted to specific customer and support representative groups. An entire service
catalog with two sections is shown in the example below.

Menu

Support Resources =

¥} Headlines

= Knowledge Basze

= My Incidents View

T FAlls

™ Reguest Supplies

Incidents

[# Submit Incident

Dizscussions

Discussion Mews Feed

Global Discussion News Feed

] x

Services

ci Ja
P

Customers can click on a section to display service catalog section entries and submit a change or purchase request.
Service catalog entries are entered in the Configuration module; each section contains a multi-level list of entries.
Entries can contain an associated configuration item, cost, descriptive details, links to web pages, and access to
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custom fields. A root (top level) entry can also include a header and footer link that can display details. If a purchase
template is associated with an entry, the line items from the template will appear as entries.

Customer Services

- Customer Services (3200....
4 Accounting Applicatio... €
Request Security Cle...

Accounting Training (...

4 Company Orientation [
Staff Orientation (350...

System Overview (3...

4 |:| Workstation Configura..

-
DLﬂptup-L’-.l’induws [
[Oia ptop - Macintosh &

¢

D Register for Webinar
4| 1 |

Mame: Accounting Training Azzet Type: Training

*

Cuantity: 1 Vendor: Technolegy PCS {Company)

Rate: Delivery Date:

3

S100.00 17z

Expected Date:

Amount: 3100.00

Comments:

Apply

Back Prewview Submit

A link to a specific service can be configured; note that display of the dollar amount next to an entry is controlled by
the Can View Service Cost field in the customer's Profile record. The Total Cost amount includes the cost of all
selections (including line items from the purchase template).

The Service Request News Feed displays the changes created by catalog submissions in one feed and the purchase
requests created by catalog submissions in another feed.

Support Resources =]

Service Reguest Mews Feed OB

Purchase Service Reguests

Service Catalog

Staff Discussion Mews Feed

Knowledge Base

How can we help? x @

Change Feed

Sort by Assignee w & 2

4 EAWA195T761 Assignee iz | Customer iz Alison Garrity | Opened on 10831/2019
Description is Upgrade Memorny
Results are
Update * View all 2 entries
g Barry White * 59 minutes ago

- Set Reason To: Workstation running slowly
- Set Desaription To: Upgrade Memorny
- Set Pricrity To: Emergency

Work Item Viewing and Searching

Existing iSupport data can display on a mySupport via navigator links, components, or configured mySupport views
accessed via navigator links and components.
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Chart/All Charts

The Chart and All Chart features display a single mySupport chart or a list of mySupport charts configured via the
Chart Designer. A single chart can be configured to display via a navigator link or a component.

—~—
o

1 Incidents by Assignee

Incidents

You can include a navigator link for displaying a list of all mySupport charts configured via the Chart Designer.

Selected Chart: | None
M |cidents
Incidents by Assignee

Incidents by Priority

Open Incidents
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The selected chart will fill the content frame.

....................................

High - 2 Low - 2

Medium - 35

B Low B Medium = High

Feeds

iSupport includes feeds that can contain discussion posts (entered via news feeds on the iSupport Desktop and
mySupport portal) and/or entries for work item updates. Items appear according to the date and time modified. If
enabled to appear, work items will appear with the work item type, elapsed time since the item was modified,
description, and a history entry. The Update link can be included for entering text that will be included in the work
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history. The type of history entry, fields to appear after the work item type, and sort order are configurable. For
feature information on discussion feeds, see “Discussion Feeds” on page 39.

Incident Work ltem Feed Global Feed
How can we help? 4 Az=ignes W ﬂ Post Steve Johnson .l 0 K L%
Wednesday at 11:13 AM | Knowledge
ﬂ Barry VWhite Customer iz Steve Johnson | Entry QuickBooks
Opened on 9/M16/2019 Flease add more detail to this entry.
Desoription is Slow performance on workstation Reply

Resolution is

Update * Wiew all 3 entries
ﬂ Incident Barry White September 30 at 8:53 AM

Steve Johnson » September 16 at 10:04 AN Fhone soeen freszes.

- Set Priority To: Low Update * View all 4 entries

- Set Status To: Open g Barry White » September 30 at 8:53 AN
- Set Cust To: 5t Joh ’

HElamET D Steve Jehnsen - Changed Category From: Services To: Unlisted/Other
- Changed Desoiption From: test To: Phone soreen

frec oz

Discussion Feed

Type here to =earch discussion posts ® Updated @~ <

ﬂ Steve Johnson Created Wednesday at 11:13 AM | Updated Wednesday at 11:13 AM | Knowledge Entry oo Emax

QuickBooks
FPlease add more detail to this entry.

Rephy

For work item feeds:

« For changes, purchase requests, and service contracts, depending on what is specified in a customer’s profile
record, the news feed displays items for a customer or the customer’s company, department, location, or group.

« Customers can open a work item in a feed by clicking on it; the fields that appear in the work item display screen
are configurable via mySupport layouts and settings.

+ For changes, an Update button can be included in the work item display screen for entering text that will be
included in the work history.

* For Problem records, a Create Incident button can be included for a customer to submit an incident that will
be related to the problem. The text in the Short Description field will be included by default in the Description
field in the Incident record.
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« The Service Request News Feed displays the changes created by catalog submissions in one feed and the
purchase requests created by catalog submissions in another feed.

Search in Menu X How can we help? x O

Change Feed Sort by Assignee v & 2

Support Resources =

Service Request Hews Feed O gi EAVIA195T61 Assignee is | Customer iz Alizon Garrity | Opened on 100312019

Results are

Purchaze Service Hequests

Update = View all 2 entries

e g Barry White « 55 minutes ago

Staff Discussion News Feed . - Set Reason To: Workstation running slowly

- Set Desaription To: Upgrade Memorny

LR e - Set Priority To: Emergency

Search/Global Search

A search bar will appear above work item feeds; if configured, links will appear for creating an incident, displaying a
self help guide (the link will appear by default as "I Need Help"), and/or creating a discussion post. The customer can
click the Configure # icon to use Advanced Search and Save Search options.

Cannot print x

Displayed below are the results we found for your search criteria.  Didn't find what you're looking for?

D Create a Post '? | Need Help * Start 3 Chat Create an Incident

Knowledge Entry (1) Incident (254)

1 L56E541931 Status is Open | Opened on 5/6/2021 | Madified on 5/6/2021
Description is Index Jut Of Range error on printer.

Update
g Barry White = May 6 at 1:43 PM

- Mew incident created.

The Advanced Search option enables a customer to filter the search by selecting the fields to be searched and by
entering conditions using Boolean operators. The Filters section enables customers to refine a search by selecting a
field, comparison method (Or or Not), and value applicable to the selected field. The Add Condition ¥ and Remove
Condition = icons can be used for each condition line, and the Add Condition Group ™ icon can be used to enable
a set of conditions to be executed together in a group.

Advanced Search

Clear Filter

Match| Al El of the following conditions: tl =

Catagory E| Is E|E;5:t Printar ==
Company E| Is E| LELSoft E| Til=ll=

iSupport Software
Page 17



The Fields section will include all of the fields configured for work item display; customers will select the fields to be
searched.

Advanced Search

Filters

Select All Clear All

Mumber Azsignee

Customer Company

Status Modified

Closed Priority

Category Description
Resolution Global Custem Fields
Custoemer Group Customer Location
Customer Department

The Save Search option enables a customer to save the text. After entering a name and description, a My Saved
Searches option will appear in the navigator.

E@smﬁ A %

search in Menu X W print x | &

] x2arcnes

_ ﬁ HEVD456A17 Customer is Steve Johnsen | Company is LBLSoft | Status is

s Dpen | Dpenﬂ on 6/30/2019 | Closed an

(=% A c il

An RSS Feed Bl icon will appear after a search is saved; a customer can click on it to display the RSS Feed dialog. RSS
feeds send notifications when the contents of a custom feed change; for example, an RSS feed can be used to send
updates to subscribers that don't have access to the mySupport site. The customer will copy the URL listed and then
click the Subscribe g icon. The notification sent is configurable.

Global Search can be included in a component or above the global news feed. It enables a user to enter a problem
description, search text, question, or post, and search work items, knowledge entries, and discussion posts for that
text. A keyword search will be performed; all searches will be based on all fields configured for work item display. A
list of words excluded in the search can be configured; this list will be utilized after two words are entered. If a phrase
is entered in quotes, the text within the quotes will be used in the search. Results will appear below the search bar; if
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configured, links will appear for creating an incident, displaying a self help guide (the link will appear by default as "l
Need Help"), and/or creating a discussion post.

Cannot print =

(]
]
o
0
i
[=]
[=)
it
i1}
m
1
T
m
-]
il
0
E
i
m
'
(=]
=
1
(=1
'

5':' Create a Post ';}' | Meed Help k Starta Chat Create an Incident

Incidents/Changes/Purchase Requests Pending My Approval

This feature displays in a feed the incidents, changes, and purchase requests that are pending approval by the
logged-in customer. The customer can click on a work item to open and approve it.

esription is Please provide access to your web site.

o ]

esolution is

Update = View all 4 entries

@ Barry White * 21 minutes ago

My Archived Incidents

This feature displays in a feed the archived incidents for the logged-in customer.

Azzignee iz Barry White | Customer iz Garrity, Alison
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Search Incident Archive

This option enables a customer to search and display archived incidents. Note that a blank feed with a search bar
initially displays when a customer first accesses this feature.

performance ®*x 0O

Archived Incident Barry White Assignee iz Barry White | Customer iz Garrity, Alizon

Desoription is Slow performance on workstation.

Resclution is Wordstation had a virus; remowved virus and updated virus protection software.

Archived Incident Barry White Assignee iz Barry White | Customer is Garrity, Alison

Desoiption is Slow performance on laptop.
Resclution is Upgraded operating system.

View/All Views/View Lists

You can display a single mySupport-enabled view or report view via a navigator link.

Homme Views

—
-

[ View

Caarmh

Searc Q &
Date Created | Customer Mame Company Mame | 5Status Label I

1192019 Johnzon, Steve LELSoft Cpen Check User Account Permissions
1192019 Jehnson, Stewve LELSoft Cpen Check Direct Connection to Sencer
1192019 Johnzson, Steve LELSoft Cpen Cannot Connect to Admin Server

* You can display a single view or report view via the View component. This component will be labeled as the
Report component in the Designer list for customers that can add it to dashboards.

0

2] Incidents by Assignee

[ ]
Flynn, &annor (3) 134611744 Where do | access the shared i
M ienle, Abby (2 |E |
E153B3466 4.4 Cannot connect to the netwark. N
M tzrch, Duwvayne (1]
- Pitle, Gena (4) E13B355194 Pleaze provide access to yaur wweb
[ | Semith, Mary (11 E13B361774 Zlowy performance on workstation.
W hite, Blarry (18) E13B3625873 Check Direct Connection to Server
[ 1] 3
—l E13B362574 Check User Accourt Permissions
E13B3634539 Pleaze create an email account for me.
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* You can display a list of all mySupport-enabled views via the All Views navigator link.

belected Heport! | None
My Incidents
Open Incidents
i Knowledge Entries
Knowledge Entries for Review

Knowledge Review

These features use the display layout settings in Options for the fields that appear when a customer opens a record.

Note that if a customer is able to add dashboards and components, the component is called "Report" in the Designer
list.

Informational Elements

Embedded Content

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

<% Embedded Content

—
—

Facebook

Wb Discussion
Faruwms

Event Calendar

Use event calendars to schedule meetings and other events for display in mySupport and Desktop components. You
can enable RSVPs and specify a maximum number of attendees, and support representatives can use event
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calendars on the Desktop. Note that customers should set their time zone via Account Settings; the time zone of the
server will be used by default on the Event Calendar.

g2 Event Calendar
Today ] 3 Monday, October 08, 2015 - Friday, October 10, 2015 Day Work Week Week Manth Agenda
Mon 10006 Tue 10/07 Wed 10/08 Thu 10/09 Fri 10410
all day
7200 AM
8:00 AM
9:00 AM

Facebook Monitor

The Facebook Monitor component monitors a Facebook page and displays posts and comments from it.

f Facebook Monitor

—~ Beta twa is new live and customersiprospects can chick out mySupport v14 at ow.lyBs2wd, #RaisingTheBar iisWhatWeDeo

l‘.u
“H @iSupport Software

“ ] * Internal upgrade to v14 beta 1 is underway. The future of mySupport is about to become reality! #helpdesksoftware hitp:/fow ly/ASyeS
(1
9 RiSupport Software

-/=-  Which free classes will you attend in September? hitp /low ly/AHNS

(3
*) BiSupport Software

'If '.‘: i Premium products cost money but add value. If you dont believe, call your free #HelpDeskSoftware support department. hitp:ow. IylAxwhl)
H RiSupport Software

FAQs

FAQs that are enabled for display to customers (via the FAQ entry screen) can be included on a portal via a navigator
link or in a component.

LG 1 J Administration E))
What are the Technical Support department hours?

Technical support (by phone or chat) i available Monday through Friday Sam-Spm Pacific
Standard Time.

When is the company holiday party held every year?

iSupport Software
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FAQ Topics

Use the FAQ Topic link type to display only the frequently asked questions for a specific FAQ topic.

Dashboard | Edit Navigator Itemn
Label Softwara FAQs !
Type FAC Topic v
2 +
Page Title Saftware FAQs !
Tutorial None W
FAQ Topic Softwars wo !

Headlines

Include headlines that are enabled (via the Headline entry screen) for display to customers via:

A navigator link, which includes headlines in a list that can be expanded and collapsed.

E @ Staff

Search in Menu PR Expand All | Collapse Al

-
Al
=
=
1
| [=]
C
(]
= m
1A
1
LA
14
=]
T
= 3
1! =
1
[w]
!
] =
m f
]
1
£
Ll
T
!
i
]
3
3!
(=]
1
(¥4
]
[n]
T
]
3
L
4

A component, which can include a search and sort bar as well as well as a customizable feed layout.

E_

m

(]

x Expiration Date | w*

9/30/2019 Opened on 8/2/2019
Message is System Maintenance Will Be Performed on Saturday Eam-3m

Details are The network will not be accessible at that time.

9/30/20179 Opened on 8/2/2019

Message is F you'd like to make a change to your 401k, forms are due on Sept 1!
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* The Notification Center £, list. Click on a headline to display its message and details. The headline will appear
each time the customer logs in until the headline expires or is deleted.

= EQ'S“IEIH & L

Home Knowledge Base Self Help Guide Calendar| & 401k Changes Due on Sept 1
Br2/2019 10:12-26 A
& Systemn Maintenance on Saturday
View Training Schedule T T Y
M Incident Survey
Motification Center
= =
Access forms via the link on our home page azed | e

.ﬁ bsed

(W]
[w]
[
m

Headlines can also display in a popup.
=] sl 3
@ Staff 4

Note that support representatives can publish headlines to Twitter if Twitter integration is enabled.

Help

The Help option includes default text for the mySupport portal with general information on mySupport options; you
can customize this information without purchase of a source code license via the Resource Editor. The Resource
Editor (in the Utilities subdirectory) enables you to customize the text that appears for elements on a mySupport
portal such as labels, messages, and the Help page. This text is stored in application resource (.resx) files that are
named according to application functionality. It works with the cultural settings on the customer’s browser and
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system; if a module is translated and a customer has the matching cultural setting, the translated settings will

appear.
=] ¢ stat
Logging InfAccount Settings
Knowiledge Entries
Home

The Home option hides the navigator and displays the dashboard set as default in the Edit mySupport Dashboard
dialog displayed via the Edit # icon. The logo you set in the upper left corner also displays the dashboard set as
default.

Knowledge Base

You can display knowledge information on mySupport in feeds and in components.

+ From a navigator link, you can display a full-screen feed of knowledge entries with a search bar at the top.

o

¥ staff =

Search in MenL X . Haw can we help? x &
Support Resources = Knowledge Feed Sort by Category A &'

B“! H7BA491418 Category is Adobe |
& Submit Incident Des:*.:n: on iz Adobe issue
Error Meszages are

4k Discussion Forums Resolution is Adobe resclution
Accournt =

HB9F463452 Category is Error |

8 Logout Description is Printer out of range error
- . rror Messages are

%% Account Settings 2 1.1._._f=e_a = i

Resolution is Contact printer manufacturer
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* Inthe Knowledge Base component, you can display knowledge entries in sections for Most Popular, Newest, and
Category.

= Knowledge Base

Most Popular

Error: 5000, -23: An error occurred
Error - Printz spooler error appears on printer.

View all 3 entries

Newest
How do | install printer drivers?

Error - Prints spooler error appears on printer.

View all T entries

Category

How do | install printer drivers?

Phone screen freezes.

Knowledge entries can be designated with a status of Approved External - Requires Authentication or Approved
External; knowledge entries appear on a mySupport portal according to assigned status. A mySupport portal
designated as Public Knowledge Only will include only knowledge entries with an Approved External status.

If configured, customers can follow a knowledge entry, its author, and/or its category (if categories are enabled to
display on a mySupport portal).

+ Create Post Foliow ~
Number: E9H2E83528 Knowledge Entry € 2 users like this
Authaor
Opened: S1TFI2019 Rule Group
Category
Categorny:
Details Resources Attachments Dizscusszion Posts Facebook Comments History C
Posts:
ﬁ Post Steve Johnzon Modified 1 minute ago | Created 1 minute ago | Discussion Feed is Hardware Support
Message is Please add more detail to this entry.
Rephy

+ Following a knowledge entry will cause updates to reload the entry in the Global News Feed.
« Following an author will cause any entries created by the author to appear in the Global News Feed.
+ Following a category will cause any entries created with the same category to appear in the Global News Feed.

If the Facebook Comments tab is configured to appear in the Knowledge Entry screen, and a customer is currently
logged into Facebook, he/she can enter a comment and click the Comment button to post it to the knowledge entry.
If you select Post to Facebook, it will also go on your Facebook wall with a link back to the knowledge entry.

Details Resources Aftachments Discussion Post

[*a]

Facebook Comments History Custom Related tems

Peost to Facebook Posting s Lisa Kimery [Not you?) @

iSupport Software
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If the customer does not post to Facebook, the comment will be added as follows:

Lisa K ' 28 vears ald
Pleese add more detail to this entry,

Feply - Like - Unfollow Fosk - 2 seconds ago

Details Reszources Attachments Discussion Posts Facebook Comments History Custom Related tems
Add a comment...
Post to Facebook Posting as Lisa K (Mot you?) @

If the customer is not logged into Facebook, the Comment Using dropdown could be used to
Facebook, Yahoo, AOL, or Hotmail.

log into Facebook via

Detailz Resources Attachments Dizcussion Post Facebook Commen

=

]

i

Flease add more detail to this entry.

Facebook
8! Yahoo

M aoL

=4 Hotmail

I] Facebook socis

If the Facebook Comments tab is not configured to appear in the Knowledge Entry screen, cu

stomers can use the

Create Discussion Post button to enter comments. Authentication is required in order to post a comment, and

discussion posts aren't included in history. If the Discussion Post tab is configured to appear i
these discussion posts will appear on the Discussion Posts tab in the knowledge entry.

Click to register a Like Number of L|ikes registered

n knowledge entries,

|
m + Create Post Follows -

.ﬁ Post Steve Johnson Modified 1 minute ago | Created 1 minute ago | Discussion Feed i= Hardware Support

Message is Please add more detail to this entry.

Rephy

Numbe EQHORRIEDE 112 ysers like this
Opened: 172019 Rule Group:
Category:
Detailz Resources Attachments Dizcussion Posts Facebook Comments History Custom
Posts:

Related tems

Comments added via Discussion Post

Authenticated customers can also give feedback by clicking the Like button (if configured). Th

e number of likes can

be configured to appear in the Knowledge Entry screen as well as in news feeds. After a like, the Unlike button will

replace the Like button in the knowledge entry.
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A custom feedback prompt with two responses can be configured to display at the top of the Knowledge entry

screen.
= RO
(8 Pt | e | 4 crese post | Fotow - |

Was this entry helpful to you? m

MNumiber: HESF535418

£ You like this
. ) . _ Category: Hardwars
Fesdback: Was. this entry helpful to you? Yes{2) No(1) Erintar

Copier_aser

Details Adtachments Discussion Posts Facebook Commentis

Description:
Maintenance must be performed after 200,000 pages are printed.
Resalution:

Clean the printer and replace the toner.

Link to PDF

This feature displays a specified PDF in the PDF viewer associated with the customer’s browser.

@ Staff

iSupport Training Classes

iSupport® for Microsoft® Windows Server™

Training Classes
s

iSupport’s free training courses are held online; each class is under two hours. There must be a minimum of bwo
atlendees lo hold a class, and you will be notified 24 hours in advance if a class will be cancelled because il does n
meat this requirement. All topics listed for & course will be coverad, even if you are not currently using some of the
fealures. To sign up for a class, conlacl your iISupport account manager. iSupport Software also provides YouTube

thal cover many iSupport features.

Basic iSupport Configuration
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Rich Text Area

This feature enables entry of formatted text, images, and links in a component.

Hame

HTML

Rich Text Area

B|I|U

[inherited size)

L Al T

Welcome to th

Paragr... =

| »
T
1
=

Quotation
Heading 1
Heading 2
Heading 3

Heading 4

m
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Self Help Guide

Self help guides contain decision tree style prompts to lead a user to a template, FAQ, knowledge, or help topic.
Customers simply select items until the result appears. These guides can be accessed by clicking the link (labeled |
Need Help by default) in the search bar; a navigator link to one self help guide or all self help guides can be used.

& Self Help Guide

Please make a selection below.

If wiou need further assis@nce, call wour departrent assisant.

& Self Help Guide

@ Hardware/Softw.
Hardware/Software " | Be sure that you...

Hardwvare / Check manufacturer support sites for the latest on upgrades.

Softwrare

Hardware

D | need 3 new phone.

:

Related Impact: Fd
REs Individual User
ltems:
Urgency: Minor
Sched. ||'|'|:.: 5_..1 1!'2'3'1:"‘{
Details

Dvescription:

Bl I |U

Order Phone
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Tutorials

Use tutorials to provide information to support representatives and customers. A tutorial consists of a series of
steps, each with an 800x600 image and tags that a user can click to display an additional screen of content. You can
associate a tutorial with a navigator link or a button, a dashboard, or mySupport work item submit or display layout.

Using the Staff Portal

Logging In

E @ Staff &

L ompany News Event Calendar

Log In & rl name and passw

for more information.

.

hat With Support

Welcome to the Staff Support Center

9' Stuart Copeland Created September 19 at 11:58 AM | Updated September 19 at 1158 AM

Systemn maintenance is performed every Saturday 900 - 11:00 a.m. The network will not be accessible at that time

g Barry White Created September 19 at 11:56 AM | Updated Septernber 19 at 11:56 AM
2 3 4 Mext Last
iSupport Software
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You can display images, videos, links, and formatted text in the screen that appears when a user clicks a tag.

Using the Staff Portal

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

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

1
s rmame >

Passward

] Remember Mg

Login | of Begister

Select Remember Me to place a cookie on your system.

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

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

Twitter Monitor

The Twitter Monitor component searches Twitter and displays tweets that include a specified search term, or it can
display tweets for a specified Twitter account, for the last 90 days.

o Twitter Monitor

- i‘f Beta two iz now live and customers/prospects can check out mySupport w14 at hitp:/t. co/MSMYIDLA XL
l‘e #RaizingTheBar #ltlsWhatWeDo

{@iSupportTech September 12 at 5:31 PM

- L}, Internal upgrade to v14 beta 1 is underway. The future of mySupport is about to become reality?! #helpdeskzoftware
'H http:/t. cofey S PXbddI0

{@iSupportTech August 25 at 2:38 PM
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Communication Features

Chat

Customers can chat on mySupport portals via Bomgar, Citrix GoToAssist Remote Support, and iSupport’s built-in chat
feature.

BeyondTrust Chat

iSupport integrates with BeyondTrust Software for remote desktop connection and chatting. (Note: BeyondTrust is a
third party application; BeyondTrust software and licenses must be purchased through BeyondTrust.) You can
configure access via a navigator link, component button, and/or a flyout dialog on a mySupport portal.

Navigator

link Button Flyout dialog
-\.1 4 -
=] U st
searenin Meny ull Home Calendar Schedule Knowledge Base ncidents Self Help Guide Cha
Support Resources =
> Start BeyondTrust Chat B Training Shedule || Start New BeyondTrust Chat || & Employee Handpook PDF | | ¥ Submit Incided
! Headlines
? FAQs How can we help? r} Start New BeyondTrust Chat Session .
= Knowledge Base
1t Discussion Eorums Click here to start a BeyondTrust chat with a support representative.

You can configure automatic creation of an incident when a new chat session starts, require customers to log in
when using chat, and enable customers to start a chat from the New Chat Session link on a saved incident if support
representatives are signed in to BeyondTrust.

When a customer starts a session, you can include the names of the support representatives logged into the
BeyondTrust Representative Console and if a name is selected, the Chat icon on the Personal tab will flash to the
representative on his/her BeyondTrust Representative Console. You can also include "General Queue" which will
cause the Chat icon on the General Queue tab to flash to all support representatives logged in to the BeyondTrust
Representative Console.

Start New Chat Session

Conversation Unable to print
Topic
Available Reps General Queue E|
Jeff B
Start Chat J Hernandez
JoEllen H
iSupport Software
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Citrix GoToAssist

iSupport integrates with Citrix GoToAssist Remote Support, enabling customers to access the Citrix®
GoToAssistPortal. (Note that this functionality does not automatically capture chats or add recorded sessions.) You
can include GoToAssist on mySupport via a component button, a flyout dialog, and/or navigator link.

E @ Staff

Sea e x -
Company News Knowledge Base Self Help Guide Reports X Add 4
Support Resources =
S oNIlE s el et Lag In Start Mew GoToAssistSession Wiew Training Schedule Tutorial
Session
& Submit Incident
42 Discussion Forums r; Chat With Supp:}r‘t
I Knowledge Base .
I - Type here to se g
S Click here to chat with a support representative.
8 Logout
- B-a"r'_-,' White Sreoeo oo ET U= T T =
By Account Settings . e
= Updated 1/5/2019 at 10:25 PM

* You can also include a button in the Display Incident screen.

E g
¥ Change History Settings @ Start New GoToAssist Session

Cateqor: General Information Humber: GAZE3I635

Priority: Medium E| Status: Open E|

Company:  LBLSoft

mySupport Chat

iSupport includes a built-in chat feature that enables you to configure chat responses, display chat to customers that
are not authenticated, set up support representative availability, and automatically create incidents with chats in
incident history.
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You can include mySupport chat via a navigator link, component button, a flyout dialog, and/or button that you can

position on the screen.

Navigator |i|nk Navigator button in a component Flyout dialog Chat button
)
=] Y s Yy
Search in Menu E
Company News Knowledge Base Self Help Guide Reports X Add
Support Resources =
% Start New Chat Session Log In Chat With Support View Training Schedu|e Tutoria
& submit Incident
22 Discussion Forums )
B Kraheder B K3 chat with Support
Account |
8 Logout Type hereto s Click here to chat with a support representative. ek
B b oty

You can also include a button in the Display Incident screen.

Category Unlisted/Cther Jumber E13B3488A4 # Sign
Fren Medium E| et Open E|

Company:  LBLSoft

Custorner Steve Johnson &

If chat is configured for users that are not authenticated, a dialog will appear for the user to enter their name, email
address, and question; otherwise, a dialog will appear for the user to enter a question. The Group field will appear if
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enabled and multiple groups are scheduled as available. If no one is available, the button text will change to “Chat
Not Available” and the chat dialog will not appear.

Customer not authenticated Customer authenticated
Y Staff ¥ staff
To help us serve vou better, please provide some information To help us serve you better, please provide some information before
before we begin vour chat. we begin your chat.
First Name Question
Steve 1 My system iz running slowhy and | need to get my reports !
Last Hame out.
Johnson !
Email Address
Group
sji@example.local 1
. Select a group - |
Question
My system is running slowly and | need to get my ! Start Chat
reporte out.
Group
i Quality Control Pl
— Start Chat

The question will appear to available support representatives with an Accept Customer Chat Request button. If
enabled, a timeout countdown will appear on it.

Accept Customer Chat Request
11 seconds remaining

Once accepted, an incident will be created with the number as a link at the top of the chat dialog for the support

representative to open the incident. The configured response will display to the customer. The following will be
included in the entry area:

+  The emoticon & icon which will display a menu of emoticons for use in responses.

+  The Chat Responses & icon which will display include fields and the responses defined in the mySupport Chat
Responses configuration screen for support representatives to use. The include fields can display the first and
full name from the customer’s profile or initial entry dialog (if not authenticated), as well as the number and URL
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of the incident created when the chat is accepted. Chat responses will overwrite any existing text in the entry
area; include fields will append values to existing text.

Automatic incident creation configured via
the Chat tab in the Core Settings | Groups |
In reference to Incident #18VF421338 ——— SUPPOrt Representative screen

Steve Johnson - SR

My systam is running slowly and

I nead to get my reports out. Initial response configured on the Chat tab
Hi Steve, T'm here to help. @ in the Core Settings | Groups | Support
——Representative screen

Include fields for adding the first and full
name from the customer’s profile or initial
entry dialog (if not authenticated), as well as
the number and mySupport URL of the
incident created when the chat is accepted

.Custnmer First Name
Customer Full Name
Inddent Number

I

URL to mySupport Incident
Anything Else to Assist
Here to Help ] Chat responses configured in the Core
Ty Remote Access Request J Settings | mySupport | Chat Responses
screen

OP & =S Tl

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

Y Staft

My system is running slowly and | need to get my e
25 AN FPEpOrs out

Type a message...

© % & T End Chat

iSupport Software
Page 37



Support representatives can use the Options E menu in the chat window to select other support representatives to
be included in the chat and open the customer’s Profile record, If incidents are not configured to be created
automatically, options will be included for adding the chat transcript to the history of a new or existing incident.

i 10:47 A

Chat Options

&4 Add Rep to Chat

& View Customer Profile

A Attach to New Incident
A sttachto Existing Incident

e

When the support representative ends the chat, a feedback question can be configured to display in the customer's
chat window. Note that the text indicating that the support representative ended the chat is also configurable.

¥ Staff
The support representative has left the chat.

Are you satisfied with our service today? | e K

Incident #H8NC261867 Ves

Print Chat Transcript

After selecting a response, another dialog will appear for entering any comments.

¥ staff
Thank you for your feedback.

Additional Comment:

Thanks for the prompt attention!

Submit
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External Chat

You can enable iSupport’s mySupport Chat feature to be hosted on other web sites. You can configure the size and
positioning of the chat window and designate the sites that can use the feature.

To help us serve you better, please
provide some information before we begin
your chat.

Question

My system is running slowly and | need
to get my reports :u..:.|

Start Chat

O

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

Discussion Feeds

Viewing and Sharing Discussion Posts

Discussion posts can be included on a mySupport portal in several ways:

All discussion posts can be included along with other work items via a configured Discussion News Feed link on
the mySupport navigator or a Feed component added using the Designer.

Global News Feed - =
g Post Barry White 1 minute ago | Hardware Support R =

Hey everyone, the printer in Accounting is down - use the
Sales printer instead.

Reply

m Incident Barry White Friday at 4:44 PM

Cannot Connect to Admin Server
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+ All discussion posts can be included in one feed via a configured Global Discussion News Feed link on the

navigator.
e . -~
Menu B Dizcussion -
t  Whit i A
Discussions =) g Post Barry White 23 minutes ago | Hardware Support Pl T = L
] ] It will save time if you have all the |atest updates on your
Dizcussion News Feed system before reguesting support.

Reply
Dizcussion News Feed List g Post Barry White 26 minutes ago | Hardware Support CoSoE-
Support Resources B Hey everyone, the printer in Accounting is down - use the
Sales printer instead.

+ Alist of all discussion-only news feeds can be displayed from a configured Discussion News Feed List link on
the navigator.

gl Executive Support (0) ! Hardware Support (4)

b

¥ Please add more detail to this entry.
-»

It will save time if you have all the latest updates on vour
system before requesting support.

¥ | cant print using the Sales printer either.

(s d Sales Meeting Topics (1) @ Staff Bulletin Board (4)

- -

Hey everyone, please submit your goals for the coming System maintenance is performed every Saturday 9:00 -

vear by tomorrow’s meeting. 11:00 a.m. The network will not be accessible at that time.
-

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

.

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

« Aspecific discussion news feed can be displayed from a configured Discussion News Feed link on the
mySupport navigator or in a Feed component added via the Designer.

Menu =] =P = & Hardware Support Create a Post+ | Sort by Updated v

Dizcuzsions =] g Barry White Created 24 minutes ago | Updated 24 minutes ago oY o4

_ It will save time if you have all the latest updates on your system
before requesting support.

Global Discussion News Feed Reply

Discussion Mews Feed List

Support Resources E| g Barry White Created 27 minutes ago | Updated 27 minutes ago 0o

Knowledge Base Hey everyone, the printer in Accounting is down - use the Sales
printer instead.
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Available Options for Discussion Feeds

The discussion digest [ icon to subscribe to an email regarding news feed activity that can be sent daily or

weekly.
=P = & Hardware Support + | Sort by Updated v
@ Barn B Subscribe to Daily Digest pdated 35 minutes ago Rt =
O i 1 i
It will Subscribe to Weekly Digest Ipdates on your system before

requesting support.

Rephy

+  The Auto Refresh On icon [3 and Off [[] icon starts and stops automatic refresh of the news feed (but replies and

your posts will still appear). The pause will be released when a customer manually refreshes the component,
creates a post, or when the page is reloaded.

*  The View My Posts Only E icon on global news feed and on specific discussion feed restricts the posts in the feed
to only those created by the customer.

Available Options for Discussion Posts

The Follow This Post = icon enables an email notification to be sent when someone replies to the post.
Notification content is created via the Discussion Post /Default tab in the Configuration | Email | Custom
Notifications screen; it is selected for the discussion feed via the Customer Follow Notification field in the
Discussion Posts section of the configuration dialog for the news feed on the Desktop.

+ If Allow Customer Share is configured for a news feed (via the configuration dialog for the news feed on the
Desktop), the Share This Post = icon enables a customer to email the post. The customer’s mail client will
appear with the content of the post and a link to the post as shown in the example below:

To..
il

Subject [iSupport] Discussion Post shared with you by Steve Johnson

hemember to shut down your system tonight as a thunderstorm is anticipated.

URL to mySupport discussion post: http://cs/user/DiscussionMewsFeed?
templateldentifier=7&discussionPostld=28

Creating and Editing Discussion Posts

If configured, authenticated customers can access the Create a Post link on a feed, on an individual knowledge entry,
or under the Global Search field after text is entered (shown below).

What iz vour preference for the company lunch tomorrow? x Q

Dizplayed below are the resultz we found for vour search criteria.  Didnt find what yvou're looking for?

&8 Create a Post i IMeed Help =+ Create an Incident
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While creating a post, customers can format the post, select an image to include, create a poll-type post with radio
button response options (in discussion-only news feeds).

Create a Post

Feed Staff Bulletin Board E|

Mezsage Blilu

What is your preference for the company lunch tomorrow?

To choose an image to attach to this discussion post, drag and drop an image or click Select

Image

Select Image | Crop image here o uploss
Poll MNo
Anzwers Pizza, Sandwiches, Pasta

Follow E Nio

The poll post will appear with radio button response options as shown below. Poll posts will display only to
authenticated users.

Feed =
ﬁ Post Steve Johnson 3 minutes ago | Staff Bulletin Board oo w
What is your preference for the company lunch tomomow?
i) Pizza
i) Sandwiches

() Pasta

Rephy
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After the user selects a response, the results will appear in a graph:

x Updated | w»

ﬁ Created 10 minutes age | Updated 10 minutes ago oY o

What is your preference for the company lunch tomomow?

Rephy

After a customer creates a discussion post, an Edit # icon will appear to the customer for 15 minutes.

= Feed =

E 1 minute ago | Executive Support G0 eSS x

Is anyone else having trouble with the Accounting printer?

)
m

The Follow option in the Create a Discussion Post dialog enables an email notification to be sent when someone
replies to the post. A user's first discussion post or reply will determine the default for the Follow option in the Create
Discussion Post dialog this default can be changed in Account Settings.

Removing and Deleting Discussion Posts

Discussion posts and replies can be removed or deleted in the following ways:

A customer can remove a post that he/she created if there is no reply. This will delete the post entirely. A support
representative that does not have Discussion Feed Administrator access enabled in his/her Support Rep Profile
record will not be able to delete his/her own post.

A support representative with Discussion Feed Administrator access can delete a post in a news feed if the Allow
Post Deletion option is set when the feed is configured. This will delete the post entirely.

A support representative with Discussion Feed Administrator access can remove a post in a news feed if the
Allow Post Removal option is set when the feed is configured. This will hide a post from other participants
viewing the feed, but the post will still be available in discussion feed views. The text "This post has been
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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.

= Feed =

,3 10 minutes ago | Executive Support =

This post has been removed due to content that violates cur user

guidelines.

Rephy

An administrator can remove or delete a post. 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.

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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