New in iSupport® v12.7

In addition to continued enhancement of code quality, this release contains the following features:

Social Client renamed to “mySupport”

Email Processing

Email Rules and Rule Groups for Email Accounts
New Email Rule Actions

Configurable Handling of Unparseable Email

Additional Email Update Functionality

Rules

Hours of Operation Setting for Rules

New Conditions and Actions
Create Related Work Item Action for Incident and Change Rules
Contains Condition Option

Modified By Condition Now Contains Any Customer and Assigned Customer Options
Has Changed From Condition Option

Webhooks

Correspondence and Custom Notifications
Correspondence Tab/Default From Address in Preferences
Forwarding Correspondence

Save As Draft and Save As Personal Correspondence Template

Approver List Include Field for Correspondence and Custom Notifications

URL to Mobile Desktop Include Field for Correspondence and Custom Notifications
Type Ahead/Autofill Email Address Searching for Correspondence Address Fields
Unsubscribe Option for Customer Correspondence

Asset Scanning and Monitoring
System BIOS for Inventory Scan Sync Key When Available

Memory and CPU Utilization Added to Monitoring

Event Log View Enhancements

Desktop Components
Add Component Function Moved to Dashboard Menu
Cloud Monitor Component
Read/Unread/Updated Indicators for Views
Discussion News Feed Enhancements

Polling
Default for Following Posts

Custom Follow Notifications

Merging, Preventing Post Replies, and Pinning Posts

Post and Reply Access Control for Customers and Customer Groups
Sorting, Searching, and Customer Profile Click-Through
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Custom Fields

Field/Layout Additions
External Web Links
Knowledge Entry Links
Rep Group, Authorized by, and Authorized Date/Time
Purchase Request Screen Layout

Password Complexity and Expiration for Support Representatives

Miscellaneous

Social Client renamed to “mySupport”
iSupport’s Social Client has been renamed to “mySupport” throughout the application. Note that this change will
not affect existing Customer Profile, Company, and Social Client layouts.

Configuration = mySupport - mySupport Portals Search Caonfiguration...
Basics ACcess
iy Support Partal Hame: mySupport Partal
ry Suppart Partal LIRL: hittp: ffexamplefuser
Drefault for ry Support URL in Matifications
[refault rySupport Splions: Select an Iterm - —L"'F
Drefault Mobile rySupport Sptions: Mane - o

Email Processing

Links to iSupport’'s Email, Correspondence, and Custom Notification screens are now under the Email heading in
Configuration. Default outbound email settings are now configured in a screen separate from the Email Account
configuration screen, and email rules and accounts are configured in separate screens.

Configuration Default Incident Counts Jizcussions Rep Mgmt
Configuration a Search Configuration, ., Q Fawvorites Recenthy Viewed Top Viewed | \3J
Global Settings - ﬁ{ ’ Administration Tools «
. '.' : \"
W This section contsins aptions central to configuring and manitoring Use these options to monitor and control iSupport data,

&__;_-’ T Sanpiport functionzlity.

Email = Asset Management -
- Configure email sattings for iSupport. Sat up outbownd and inbownd -.‘ - Support’s Asset functionality enables you to collect and record
email processing, cormespondence templates and custom notifications, , nformation about amy type of item, This information can be
- =zzocizted with incidents, problems, changes, and customers,

Cormrespondance Templates, Custom Motifications, Default Cuthound
Email Settings, Email Acogunts, Rules, Rule Grou

Email Rules and Rule Groups for Email Accounts
Email rule groups are now assigned to individual email accounts; email rule groups and rules are configured via a
separate screen using the same interface as other iSupport rules. A default email rule group will be included in
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iSupport on installation or upgrade; upgrades to version 12.7 will convert previously configured email rules and
place them in the default email rule group.

Configuration = Email > Email Accounts Search Configuration,., [« F3
Inbound Settings Outbound Settings
Account Detsils Email Processing
Use HTML from Email Body in Description: Yei
Inchede "EMAIL SUBJECT:™ in Desoription: Yes
Inchede "EMAIL BODY:" in Desoription: Yes
Attach Alernate Version to Comespondence: Yes
Enzble Socizl Client Access for Auto-Crasted
Customer Reocords from Email: ltll
Append Additionz] Email Addresses to Others to Notify: Yes
Rule Group: Defauht Email Rule Grod o | =
Mame:
Defzult Email Rule Group
Configuration = Email = Rule Groups Search Configuration. ., Qv
Basics Email Accounts
Name: Drefzult Email Rule Group

This is the default Email Rule Group

Add Rules to This Rule Group:

On Save

Aad

|:| Password Resat Incident Crastion 1

[T | Spam Rule - Discount .

[ | Updste Customer Profile 3 .
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The Email Rule screen is shown below. Conditions operate on email fields; Is Any Customer and Is Not Any
Customer comparison methods are now included within the From condition option.

Configuration = Email = Rules Search Configuration... Q
Basics Fule Groups
Marne: Password Reset Incident Creation

Configure Conditions:

S

Rule type iz ©n Email Received o 2

March Al o of the Following conditions: g
Subject . Containz »  paszword =1
From - s IL' =

Zontaing
Craes Mat Conkain
I=

Iz Mot
Starts With

Configure Actiells Mot Any Custanier

Create - Incident From Template 7o Password Reset » | Appand Email Yes 7
| Conren —

When configuring an action to create an incident or change using a template, use the Append Email Content button
to enable the subject and/or body of the email to be added after the content in the template’s Description field to
the incident or change created by the rule. If the Short Description field is enabled, the subject line content will be
placed in the Short Description field instead of the Description field. On a Change record, the subject line text will be
included in the Reason field.

New Email Rule Actions

You can use the Customer Profile History rule action to update the history in the Customer Profile record instead of
creating an incident or change.

Configuration = Email = Rules Search Configuration... Q
Basics Rule Groups
Mamea: Updzte Customer Profile

Configure Conditions:

Fule type &5 Omn Email Recsived 4

Match All o  of the following conditions: R
From . Is Customer - J = W
Body »  Contsins * sz R

Configure Actions:

Create + | Customer Profile History o |
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You can use the Manage Email rule actions to delete or forward an incoming email based on specified conditions.
Note that the Delete action will permanently delete the incoming email, it will not be recoverable, and it will not be

recorded in the log.

Configuration = Email = Rules Search Configuration, .,
Basics Rule Groups
Mame: Spam Rule - Discount

Configure Conditions:

Rule type &5 On Email Recsived 2
Match  Amy o of the following conditions:

Subject . Contsins -  discount

Body  Contains w | discount

Configure Actions:
Mznzge Emzil . Deke Q

Q

LR
wea

vea

][ SaveRM

[ prim

Configurable Handling of Unparseable Email

You can now set the action to occur when an incoming email is unparseable: delete the email, forward the email to

a specified address, or do nothing.

Inbound Settings Cuthound Settings

Account Details Email Processing

Use HTML from Emnail Body in Description:
Inchude "EMAIL SUBJECT:" in Desaription:
Inchede "EMAIL BODY:" in Desaription:

Attach Alernate Version to Comespondence:

Enzble Socizl Client Acoess for Auto-Crested
Customer Records from Email:

Append Additionz] Email Addresses to Others to Motify:

Fule Group:

Defzult Email Cwner : 57
Riousting Method:

Diefault Status:
Defauh Pricrity:

Configuration = Email > Email Accounts Search Configuration, .,

QW

EEEEEE

Deefault Email Rule Grow o ey
Dz March - Quality Control
MNome -

Open - =

Lo

Unparsezble Email Action:

Forward Address:

.
Forward | o

No Action
Delets

i
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Additional Email Update Functionality

Basic email update functionality is still handled via the Email processing tab; if Yes is selected in an Update History...
field and an existing work item number is detected in an incoming email, the History field will be updated and a new
work item will not be created.

Configuration = Email = Email Accounts Search Configuration... o ' Favorites
Inbound Settings Cutbound Settings
Account Details Email Processing
e HTML Frorn Email Body in Descrption: Yes |
Include "EMAIL SUBIECT " in Descrption: Yes |
Include "EMAIL BODY " in Crescription: Yes |
Attach Altermate Version to Comespondence; Yes |
Enable mySuppart Access for Auto-Created Yes
Custamer Records Frorm Email: (i)
Append Additional Ernail Addresses to Others ta Matify: Yei |
Rule Group: Drefault Ernail Rule Grow 5 =2 = g
DreFault Email Cwwner ; 57 5 Cowwayne March - Quality Contral
Feouting Method: Mane -
[refault Status: CPEN o e
DreFault PHarity Low -
|Inparseable Ernail Action: Delate -

Far each af the fallowing, select ¥es to enable searches For existing work iterm numbers; history will be updated iF a match is
found, Ernail rules and processing will nat apply: howewer, wou can configure wark itern rules to parformn additional actions,

Ipdate History in Existing Incident Recard if Hurmber Included in Ernail
Ipdate History in Existing Zhange Record iF Murnber Included in Ernail:

Ipdate Histary in Existing Problem Recaord if Murnber Included in Ernail:

L

Ipdate History in Existing Cpportunity Record if Murnber Included in Email: |y |

pdate History in Existing Purchase Record iF Murmber Included in Email: Yes |

+|- Recipient Matification Mappings

pdate History in Existing Zustorner Record if Ref ID Included in Emails Yes |
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However, you can now use work item rules to configure additional actions if a work item is updated via email
processing. An Incident Updated via Email event has been added so you can change field values, route, and send
notifications to more types of recipients.

Configuration = Incident Management = Rules Search Configuration, ., a
Basics Rule Groups
MName: Email Processing Incident Update Motification

Configure Conditions:

Rule type 5 On Indident Save - e

Hours of Crperation:  Mone - <

Match __all of the following conditicns: ot
Event - Is »  Incident Updated via Emsail - e

Configure Actions:

Matify -  Assignes (viz emsil) - With Defauk Motification o  Email Update Notification to Assignee o A 05 (3

Email Update conditions have been added to work item rules for configuring actions to be performed if an email
update is performed and content is detected in a portion of the incoming email.

Configuration = Incident Management = Rules Search Configuration, ., Q
Basics Rule Groups
Mamea: Email Update Printer Route

Configure Conditions:

S

Rule type s On Incident Save - |
Honrs of Crperation:  Default Howrs of Operation ¥
Match ol . of the following conditions: o -

Email Update - Subject | o | Is S —— Jea
Azsignes F
Category —
Company

Custom Field
Crrstomer

Customer Department
Customer Group
Customer Location
Drescription

m

Email Update - Body
Email Update - CC

Ewent L5
Incident Status
Incident Status Type
Madified By

Priority

Configure Actions:
Rioute viz Load Balancing

~ By Group + To Hardware Repsir -
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Rules

Hours of Operation Setting for Rules

You can now assign defined Hours of Operation to incident, problem, change, and opportunity rules; this time
frame will take precedence over any hours of operation assigned to a rule group. For on-save rules, this setting only
applies when Within Business Hours is included in a condition.

Configuration = Incident Management > Rules Seanch Configuration. .,

Basics Rule Groups
zmet Night Support Escalation

Configure Conditions:

Rule type 5 On Indident Save -

Howrs of Oparation: | Might Support - >

Match all . of the following conditions: &
Customer Group -l Is »  Executive Mgmt Team - TR

New Conditions and Actions

Create Related Work Item Action for Incident and Change Rules

You can now configure an incident or change rule to create a related work item using a template or hierarchy
template. If the Inherit Custom Field Values on Hierarchies field configuration setting is enabled, custom values on
the parent work item will be copied to the newly-created work items.

Configuration = Incident Management > Rules Search Configuration.., Q
Basics Rule Groups
ame! Computer Reguest

Configure Conditions:

Rule type s On Incidant Save - '

Houwrs of Operation:  Default Howrs of Orperation o 5 &

Match Al o of the following conditions: .
Custom Field » Mew Computer Nesded Is w SatWshe Yes W =

Configure Actions:

Creste Relsted E| Incident From Templste o To Mew Laptop Reguest

[ prnt ][ SaveRue |

Notify
Route via Load Balanding
Route viz Rowund Robin
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Contains Condition Option
A Contains option is now included when a custom field, Customer Department, Customer Location, Description, and
any of the Email Update items are included in a rule condition. You can set a value as part of the condition.

Configuration = Incident Management > Rules Search Configuration, ., Q
Basics Rule Groups
Name: Server OS5 Route

Configure Conditions:

Rule type 5 On Incident Save - £
Houwrs of Operation:  Defaul Houwrs of Operation o e

Match All o of the following conditions: &

Custom Field w Server 05 _Contsins L Set Valee: Windows r R

Configure Actions:

Route via Load Balancing o By Group Is B birators -
Is Mat

( Prrinit | [ Save RM

Modified By Condition Now Contains Any Customer and Assigned Customer Options

The Modified By condition now includes options for Assigned Customer (the customer assigned to the work item)
and Any Customer (a customer that updated a work item via a mySupport portal).

Has Changed From Condition Option
For all rule types, a Has Changed From option is now included in the list of rule condition operators.

Configuration = Incident Management > Rules Q
Basics Rule Groups
MNarne: Route If Pricrity Has Changed From Low

Configure Conditions:

Rule type is | On Incident Save v

Hours of Operation: | Default Hours of Operation ¥ = =

Match | & ¥ | of the following conditicns: b
Pricrity r |HES Changed From ¥ | Lowy A ER =0
Is
Configure Actions: Is Not

Routs via Load Balencing ¥ E'c- Administrators b T
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Webhooks

You can now configure webhooks for posting iSupport's incident, problem, change, customer, opportunity,
knowledge, and email data to a web application. You will specify a web application URL for iSupport to post data to
and the fields containing the data you want to receive, and iSupport will post the field data to the URL when
configured rule conditions and timeframes are met.

Use the Webhooks screen to enter the URL to which iSupport data should be posted and map the fields on your
web form to the corresponding iSupport data source field.

Configuration > Incident Management > Webhooks Search Caonf

Mz Incident Webhook
LIRL: hiteps/wrerw example.com
Parameters:
-
I~ Basics iSupport Field Parameter Name
Number
ﬁ Mumvber Mumber
Status
Status Identifier u 3
Aszsignes Azsignes
Prigrity
Azzignes ﬁ Customer Customer

Use the Rule screen to configure the conditions and time frame for triggering the post action. Select the rule type,
enter the condition(s) to be met in order to initiate the post, select the Execute Webhook action, and then select the
webhook definition.

Configuration = Incident Management = Rules Search Configuration.., Q
Basics Rule Groups
Marmne: Incident Weabhook Rule

Configure Conditions:

Rulz type is On Incident Save or Email Update Received 3

Hours of Cperation: 247 - o &
Match Al o of the following conditions: o
Categary - Iz » Categorzation: Web Site - Access Request W e

Configure Actions:

Change |L| Incident Webhook o v
Change (

Print || SawerRule ][  cancel

Matify
Route wia Load Balancing
Route via Round Robin
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Correspondence and Custom Notifications

Correspondence Tab/Default From Address in Preferences

A Correspondence tab is now included in Desktop Preferences, and personal correspondence template functionality
is included on it. A Default From Address field is included to enable a support representative to choose the email

address in his/her support representative profile or the default, which is one of the configured email reply to
addresses.

& 15upport Help Desk - Preferences | == | - n_-—

Details Desktop Quick Access Classic View Favorite Views View Subscriptions Signature Blodk Personal Rules

Comespondence 2

Default From Address: Default

Personal Comespondence Templates:
Create Remove

|:| Personal Fellowup Email Yes

Forwarding Correspondence

You can now forward sent correspondence.

Cormespondence

= = (—
— =y e = =y PHormal Priarity
Fezend FReply Reply Al Fonward | Print Fl.l
File Options

Date: 28102014 53:42:498 Al

From: nareplyi@example.local
To: Hi@example.local
Co:
Boeo:

Subject: Contact Information Update Request

Hello,

Flease zend me your updated contact information. Here iswhat we hawe in our system:
TessFrench

LBELS oft
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Save As Draft and Save As Personal Correspondence Template
You can now save correspondence as a draft or as a template via ribbon bar icons in the Correspondence screen.

Carrespondence

T * ! I l [EiHigh Pricrity
Cap <J (2] PiNarmal Friority
Send Previeww Cancel Crraft Template CC Others Ta Motify FI;LDWF‘ri-:uri‘q.r
File Save A Options

From: nareplyi@exzample.local

Ta: example@example.local

Co

B

Attacha file

Show Options

Subject: Contact Information Update Request

va!!‘ 0' 'B!EE'%aﬂ-m-mmﬁ:E
Hella,

Please send me your updated contact information, Here is what we hawe in our systern:
=First Mamne:= =Last Marme:=

=i_ampany =
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Once a draft message is sent, it will be removed from the Draft list. If the Save As | Draft ribbon icon is selected
again while editing an already saved draft, the previously-saved draft will be overwritten.

= % Y I ! é'l [iHigh Pricrity
adi i > MiNormal Priority
Send FPreviewm Cancel Craft Template CC Others Ta Motify HanPrinri‘q.r
File Sawe A= Options
Fram: narephyi@example. local
Ta: tiiEexample.local
Ce:
B
Attacha file
Hide Options
Templates Include Fields Subject: Troubleshooting Wour lszue
WY ED-C-B 7 ULE-BR0-&
= Rebted
Font M = Si..= Pa hit.=- A~
Trioubleshooting “our Issue it Hame= : EgEp A
— Al Hello =First Marme:=,
B I arn currenthy troubleshooting wour issue and will conbact yvou shartly,
Contact Information | pdate Request Thanks,
Barry

You can right-click on a draft in the tree view to delete it or display details including the source record with a link.

Hide Options d
) ] Diraft Details
Templates Crrafts Include Fields
Source: Incident - E1GAEEE534 1
Saveck 271172014 BE214 A 5
= Rebted

From: norepl@eamplkelocal

Troubleshooting “our Issuﬁ 4 Toe tfigeamplelocal

- Al Delete | Subjeck Troubleshooting Your Issue
Bochy:
Contact Information Update Request Helio <First Mame>,
Iam curmently troubleshooting your issue and will contact you shorthy.
Thanks,
Barny
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Approver List Include Field for Correspondence and Custom Notifications

An Approver List include field has been added for use in iSupport’s Incident, Change, and Purchase Correspondence
and Custom Notification functionality.

Configuration = Incident Management = Custom Notifications

Mame:

Delivary Pricrity: Low "® Norma High Include Attachment{s) from Incidant

Subject:

Body Attachments
Motification Message: Include Field
Y B [f—— - - - S}
= "7 | @& Select Field to Include - Dialog - Google Chrome L= | (=]
Vaork History -

Rules
Rule Mame

Date Rule Met

Tirme Rule Met
Approvals

Approver Comment
Approval Cyezle Mame
Approver Mame

|AEEro1.-er |zt I &

Field values will include a list of the approvers in the current approval cycle as well as any verdict specified by an
approver.

Title:|Approvals In Process

From: Madifizd By: Barry White
oc: Modify Date:  1/17/2014
BCC: Pricrity: Mormal

Subject:|Approvals In Process

Body Attachments

The following approvals are in process for this incident:

Approvers:

Barry White - Approved
Stuart Copeland - Declined
Tess French - Pending
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URL to Mobile Desktop Include Field for Correspondence and Custom Notifications
A URL to Mobile Desktop <record type> include field has been added for use in iSupport's Asset, Knowledge,
Problem, and Change Correspondence and Custom Notification functionality.

Configuration = Asset Management » Custom Notifications

MName:
Delivery Pricrity: Lowe '"® Normal ' High
Subject:

Body Attachments
Motification Message: Include Field

TmAaYED-C-B/7UE- B0 A

;
€ Seclect Field to Include - Dialog - Google Chro... (=[P

Current Date

Asset
LB to Decldon Aseet

LUBL to Mobile Deskdop Aseet I

Custom Fields
Azzet Type Customn Fields

[ »

1

Type Ahead/Autofill Email Address Searching for Correspondence Address Fields
When typing in an address field in the Correspondence screen, matching names and address will appear for

selection.

= | I{,ﬂ % :1 ) [[m-ligh Priority
* g _H i: i i |Piormial Pricritsy

Send  Previeww Cancel Draft  Templste CiC Cthers To Motify [|.I1'LDW Priority

File Save Az Options
Frorm: nareplyEdg . com
To: ksl
Cr kristin Simone - Rep [ksi@guwi.cam)
' Kelsey Stout - Customer [ksi@guwi.com)
Bee:

Attach a fike
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Unsubscribe Option for Customer Correspondence
You can now enable customers to unsubscribe from email sent by support representatives via the Desktop,
Customer Profile, and Opportunity screens. (Note that all other iSupport notifications will still be sent.)

Links can be configured for launching a new email or mySupport (previously named the Social Client). Use the
Customer Management | Unsubscribe Settings screen to configure link labels and text, as well as the email address
to populate the To field in the response email.

Configuration = Customer Management = Unsubscribe Settings Sean

Inchude Unsubsoibe Test: Yes |

mrvy'Support Link Test: click here

Emil Link Text: click here

Email Link To Address: unsubsoribe@esxample.com

Unsubsaribe Text: Inchede Field

il
{111
i
i

Vo= D-C-B7J ULE-BOH0-0- B0EE H:

To leunch mySupport and unsubscribe from future email not related to incidents, <URL to mySupport Unsubscribe:s.

To leunch your email ciient and unsubscribe from future email not relsted to incidents, <URL to Email Unsubscribex.

Configured links and text will be appended to outbound email correspondence. With the example above, links will

appear in an email as follows:

Hello,

What date do you prefer for the next company party? Friday April 4 or Saturday April 57
Thanks,

Barry

To launch mySupport and unsubscribe from future email not related to incidents, click here.

To launch your email client and unsubscribe from future email not related to incidents, dick here,

When the user clicks the link to mySupport, an Unsubscribe dialog will appear for the customer to enter their email

address.
Y iISUPPORT
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Submit
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When the user clicks the email link text, his/her email client will launch and create a new email as shown in the
example below. The To field will be populated with the configured Email Link To Address.

Tao... unsubscribei@example, com

CCo.

Subject Ursubscribe

To ensure proper processing, do not edit or remove anw of the information be low.

Please unsubscribe me from your emails.

k:ustnmer ReflD: eea2c35l-d77h-4e8e-9ce5-21a544251de 6

An Unsubscribe Status field has been added to the Customer Layout configuration screen in support of this
functionality.

Configuration > Customer Management > Customer Layout Search Configuration.., Qv
Layout Custom Menu Actions
Details

Basics
List Hems #First Name % & Phone
mySupport % @ Last Name % @ Company
Purchasing % 1 Email

- Miscellaneous " @ Created Date

« & Unsubscribe Status
+I" Custom Fields % @ Created By

After a customer has unsubscribed, the status in the Unsubscribe Status field in the Customer Profile screen will
change to Unsubscribed. Support representatives with the Change Unsubscribe Status permission can change this
status to Do Not Include Unsubscribe Text to enable correspondence to be sent without the configured links, or
Include Unsubscribe Text to enable correspondence to be sent with the unsubscribe links.

H B @2  E B @ & &4 [

Save Save And Close Print Delete Fent Size Counters  Customer Incident Change Comespondence Survey Cd

File Display New
First Name Steve Phone R0-397-1004
Last Name Johnson Company LELSoft
d Email si@example local Created 1/2/2014 7:37:04 AM
Tl | Cear Date
Unsubsoribe Include Unsubscribe Text El Created By Bamy White
Status i
Do Mot Include Unsubsaribe Text Modified  1/3/2014 11:23:40 AM

Include Unsubsoribe Text Date
Unsubsoribed

Modified Bamy White
By

.
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Support representatives with the Change Unsubscribe Status permission can use the Include Unsubscribe Text
option in the Correspondence menu to override the Do Not Include Unsubscribe Text status.

1 3 R | I l Ej [HiHigh Priority
o dii H b FHgrmal Frivrity
Send Preview Cancel Craft Template CC Others Ta Motify FJanPrinritg.r

File Save A= Options

From: nareply@example.com El

Ta: ci@eamplkecon =

Ce:

Boc:

Use the Change Unsubscribe Status permission in the Support Representative Profile screen or the Support
Representative Group screen to control a support representative’s ability to change a customer’s unsubscribe
status. If a support representative does not have this permission, the Correspondence menu option will be disabled
in the Customer Profile and Opportunity screens and the support representative will not be able to send
correspondence to unsubscribed customers via the Desktop. If a support representative has this permission, the
prompt “Customer has unsubscribed from correspondence. Click Continue to proceed.” will appear when a
correspondence is initiated for a customer with an Unsubscribed status, and the Include Unsubscribe Text option

will be included in the Correspondence screen as shown above.

Configuration = Support Representative Management = Profiles

Yendor Producks

Search Configuration..,

Fep Marn

Dk ails GEroups Permissions Skills
= iSupport Permissions Reader
 Archives
= Aszats
= Changes
- Configuration Tkerns Authaor

L Diesktop Contant
. P Editar
“FAQs

i Headlines
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You can use the Add Unsubscribe Status condition in a Customer Management rule to perform an action such as
changing a customer profile field value or sending a notification based on the unsubscribe status.

Configuration = Customer Management = Rules Search Configuration... Q

Basics

Marne:

Auckive! Ho I

Configure Conditions:

Fule bype is  On Customer Sawe or Email Update Received » 2

Match &ll  »  of the following conditions: L
I Urzubscribe Status - I I= - =N
] Do Mot Include Unzubscribe Text
Configure Actions: Include Unsubscribe Text
Unsubscribed
-- Select an Action Type -- - d
You can also change the unsubscribe status via a customer rule action.

Configure Actions:
Charge »  Unsubsoibe Status w To Do Not Inchede Unsubsoribe Test E]

Do Mot Inchede Unsubsoribe Tex
Inchede Unsubsoribe Text
Unsusbsoribed
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Asset Scanning and Monitoring

System BIOS for Inventory Scan Sync Key When Available

When creating a new asset record from an inventory scan, the BIOS serial number will be used as the unique
identifier for the asset to scan association. If the BIOS serial number is not available, the machine name or ID
defined in the inventory scan definition will be used.

Configuration = Asset Management = Inventory Scan and Monitoring Definitions Cearch Configuration. ..

Basics AD Settings Components to Scan Maonitoring

Scan Name: Loczl Machines Start Time: 12:00 AM -
Scan Type: AD Scan - Druration: 1 Hour(s)
Sean Enzbled: Yes Sean On Weskends: Yes

Frequency: Dihy - Owoours O &

Email Addresses to Motify Upon Scan Completion:  sj@example.com
Impersonats WM Authentication: i‘J

Name: administrator

Passwond: T

SHMP Commanity:  public

Enzble Auto Assst Creste from Inventory Scan Agent: | Yes

Azzet Record Template for Automatic Assst Crastion:

Populste Assst Serial Number Field using: | Do not populste [
Do mot populate
05 Serizl Mumber

Last Rum; BICS Serizl Numbser
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Memory and CPU Utilization Added to Monitoring

You can now monitor memory and CPU utilization using the Report if CPU Utilization is High and Report if Memory
Utilization is High fields on the Monitoring tab in the Asset Management | Inventory Scan and Monitoring
Definitions configuration screen. You can configure the maximum percentage of utilization at which reporting will
start, as well as the duration and frequency of occurrences to track. In the example below, if CPU utilization reaches
61%, CPU utilization will be recorded for a duration of 5 seconds for a maximum of 60 times.

Configuration = Asset Management > Inwentory Scan and Monitoring Definitions Search Configuration,.. Q
Basics DNS Settings Components to Scan Monitoring
Enzble Monitoring: Yes |
Reporting: Actions:
Report if Device is Cfffine: Yes | Delay: 120 s=concs
Send Email: Yes
* Raport  CPL Usilization is Hight yes | ne B t—
Riecipiants: bwSesample.loczl
Macamam Uktilzation: &0 U e ’ ?
Detail Interval L Seconds o Create Work Item: '_L]
Detail Max Intervals: &0 Work Ttem Type: Incident
~ o — e, Waorkststion Performs
* Raport # Mamory Utization is High: [ Yes | Incident Template: Vierkstztion maneE -
Default Assignes: Bamry White
Macamam Uktilzation: BD gl
s SiE=man Default Customer: Bob Ryan
Detzil Interval 5 Seconds
Detzil Max Intzrvals: &0
* Report if Disk Space & Low: Yes |
Minimum Remaining Disk Space: 20 E
Drives to Monitor:
* Report if Servioe i5 Mot Runining: Yes |
Services to Monitor:
iSupport Agent -
hManager
Srnart Card -
An asterisk (*) denotes that the setting onby applies to WMI compliznt devices,
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The Memory and CPU options will appear as shown in the example below:

et Monitor Az=zet Monitor

At Monitored Devices Add Monitored Devices
- @z z @ csd
# Uptime ® Uptime

- ans
® iSupport Agent Manager iSuppert Agent Manager

@ Srnart Ca
@ Smart Card Smart Card
® S0L Server (M55QL5enver)
® S0L Server (MESQLServer)

e Cpu
- CPU
Percent Uptime: 968377
® hMermory
Lazt Update: 3/12/2014 122818 PM
Percent Uptime: 54155 Last Reported Value: 32% utilization
Last Update 371272014 120734 PM Lazt Downtime: 3/12/2014 122818 PM
Last Reported Value 5% utiization Last Actions Incident created {status: O'pen) and email
) R . zent st
Last Downtime: 31272014 120734 PM 3/12/2014 120%:35 PM
Show Detzils Show Detzils

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:

zset Monitor Details

\ﬂ Limit Exceeded Cccurrences
259% |
93% -|
) DmEH%hﬂ}’J#3#4}—~ﬂ——{}mhﬁaki}f#ffﬁ{hhhxhuo
79% | O— O
7% &
& = g & = & = & =
w P b a ok e an i &
‘I"\ o] e oy - oy Ny NS e
.»-;n“ P el .»._‘.?3 = .»._‘.;" i) ) i
ﬂ Occurrence Details
o] 3/8/14 2:08:57 AM
8100 Utilization
Top Processes
1% sglservr
24.4% 5%, wiwp
1% swchost#3
1% dns
1% Ec2Config
e 1% Gwi.cSupport.Services
1% wiwp#l
B4.4%
A\ W
79.4% - A
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A gray dot will appear if you set up asset monitoring for a device on which the WMl listeners cannot be started (for
example, if an error occurred with permissions).

et Monitor

Add Monitored Devices
4 @ cd
= @ isu
@ Uptirmne
L_J-

@ iSupport ?ent Manager

Percent Uptirme: QL0000
Resson: Unazbile to initalize WMI event listener
Last Update: 3712/ 2014 Se4B:35 AM

Note that if monitoring has been disabled for a device, the entry will now be removed from the component.

Event Log View Enhancements
The Database Event Log screen now contains view functionality such as advanced searching and subscriptions.

Configuration = Administration Tools = Event Log | Q v Faworites Recenthy Viewsed  Top Viewsd 3)
Refresh
Event Log Type: '® Database ) Windows Number of Days Until Aute Purge: E
~ N
i QY
Match| Al ¥ (F) =)
Dizte Dzt and Time | Today v G:I D @
Entry | Contains ¥ | [email BE 6
Actions - Details Schedule Recipients
Date Date and - Format |[PDF ¥
Time ype
2/17/201412:36 PM  Debu  HoME :
Il'oclay 5 Email Event Log Entries 5:53 PM iSupport
2/17/201412:36 PM  Debu  Subject
[Today's Email Event Log Entries 8:47 PM iSupport
2/17/201412:36 PM  Debu  Message ds. Additional
Here is a list of the Event Log entries containing the word “email” with today's date. 17/2014 12:36:47
2A17/201412:36 PM Debu nds. Additional
17/2014 12:36:01
2A7/201412:36 PM Debu 5. Additional

17/2014 12:36:01

217/201412:36 PM Debu
&:01 PM iSupport

2/17/2014 12:36 PM Debu

&:01 PM iSupport

2/17/2014 1235 PM  Debu Cosz || see

AUETIL 3ETVILE e T TN S LA T S LA AL 1.4;35:59 Ph‘1 ISUppOI't
2/17/2014 12:35 PM  Debug iSupport 5 Entering Scanner Agent, End Scanner Agent. Additional Information

Agent Sewice LR e Timestamp: 2;]_?;20]_4 12:35:59 Ph.1 ISLIppOI"t
2/17/2014 12:35 PM  Debug iSupport 5 Execution complete - AssetScannerAgent. Execution time: 0.001 seconds. Additional

Agent Sewice Information B Timestamp: 2},‘1?.‘,'2014 12:35:59
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Open, Clear Event Log, and Export view actions are also included.

Configuration > Administration Tools = Event Log Search Configuration,.. Qv Favortes | Recenthy Viewed = Top Viewed (\2J
Riefrash
Event Log Type: @ Datshase D) Windows Mumber of Days Until Auto Purge: 3
Qv
o ] Source E;E”t Entry
‘ebug iSupport Agent 33 Execution complete - TimeBasedRulesAgent Execution time: 0002 seconds. Additional =
Service Information Tirne5tampe 2/20/2014 1:27:32 B
I:l 2/20/2014 127 PM Debug iSupport Agent 33 Executing - TimeBasedRulesAgent Additional Information
Service Tirne5tampc 2/20,/2014 1:27:32 PM iSupport

Desktop Components

Add Component Function Moved to Dashboard Menu

The Add Component function on the iSupport Desktop has moved to the dashboard menu accessed

via the Add Dashboard or Component I icon at the top of the Desktop.

Default Incident Counts Discussions

Rep Mgmt = ==

Add Component... I

Add Personal..,
Add Shared...
Add Existing...

Cloud Monitor Component

If you use Amazon Web Services (AWS) to host your iSupport instance, you can now view billing details in the Cost

Allocation Report via the new 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.

Cleud Monitor

Cost Allocation Reports:  aws-cost-zllocation-2014-03
Descripticn
4  Amazon Elastic Compute Cloud
$0.364 per M1 Standard Large {mllarge) Windows instance-hour {or partial hour)
Standard Large Instance {mllzrge) Windows instance-hours used this month
$0.574 per M1 Standard Large {mllarge) Windows SQL Server Std instance-hour {or partial hour)
$0.00 per GB-month of provisioned storage under monthly free tier
$0.00 per GB-month of provisioned storage under monthly free tier
$0.00 per GB-month of provisioned storage under monthly free tier
$0.05 per GB-month of provisioned storage - US West {Oregon)

Usage Quantity Cost Before Tax

206,50
206,50
413.00
423
034
051
27285

$75.16
$0.00
§402 26
$0.00
$0.00
$0.00
$13.63

Tax Amount

$631
$0.00
$3379
$0.00
$0.00
$0.00
$0.00

Taotal Cost

$8148
$0.00
$436.05
$0.00
$0.00
$0.00
$13.63
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AWS uses tag keys to label and organize costs for the report; if iSupport is managing your AWS data, iSupport will
provide the tag value for you to enter in the Global Settings | Cloud Integration screen. If you are managing your
AWS data, you'll need to configure access to the report via the AWS account settings and Amazon Elastic Compute
Cloud (EC2) web service interface that works in conjunction with Amazon Simple Storage Service (Amazon S3). You'll
then complete the fields in the Global Settings | Cloud Integration screen using configured values. Contact iSupport
for instructions.

Configuration = Global Settings = Cloud Integration |

— Amazon Web Services (AWS)

Enzblad: L\"ij

Tag Valus: [EsxampleCoSales

Self Managed: | Yes
Region: US West (Oregon) Region ¥
53 Bucket Name: Ewisbillingdetsils
Acess Key: bo0n0000000000000000!
Secrst Key: kmmmwoc

| Test Integration

Read/Unread/Updated Indicators for Views

You can now enable unread ®and read/updated “ indicators on incident, problem, change, and purchase views.
The indicator will disappear if you have read an item or all items in a folder. A folder with both unread and
read/updated items will be indicated by a half yellow/half green * icon.

View
All Incidents by Diate Created b ﬁ
Export Actions -
@ [ 2/20/2014 (3000 Status Priority Assignee Customer
- I—Jm o Open medium Kienle, Abby Lowe, Darren
@ [ 1/5/20)4 o - .
- o0sL/6/2014 (5) - 3 Unread and 1 With Updates (Gt LER G Lowe, Darren
@ [ 1/3/20T = /@ Open Medium White, Barry French, Tess
@ 117272014 (7)
@ Open MMedium White, Barry French, Tess
@ Open Medium White, Barry French, Tess
& ISUPPORT
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You can enable read/unread indicators for a custom view via the Enabled Read/Unread button in the View Designer.

View Designer Incident Counts Discussions  Rep Mgmt

Suppart Rep View Name: [Copy of All Incidents by Assignes, Stztus, 2nd Priority

Enabled: Yes Enzbled for H-Dbil-E:[ Yes J Enzbled Read/Unread: L Yes J
Access: -_ Shared ¥ | Configure...
Subfolder Name:
Save || Cancel || Mews Chart || Mevs Alert

. o . , isabl
To enable or disable read/unread indicator for a default view, use the Enable e and Disable E—

buttons in the Content Manager.
Content Manager Incident Counts

Rep Content Sodal Client Content

Views Charts

Mew Copy Disahle B Disable (=) Diisable

=I5 Shared Views
| + 4 Headlines
:.J [ Assets
:.J [ Changes
:,J [ Companies
:,J [ Configuration Items
+J [ Customers
:J [ Knowledge Entries
:,J 3 FAQs
?J | Incidents

s All Incidents by Assignee, Status, and Priority

#® Al Incidents by Category - Expanded

Y iISUPPORT
Page 26



If read/unread indicators are enabled, you can use the Mark Read and Mark Unread options in the View component

Actions menu.

All Incidents by Assignee, Status, and Priority - E
+ @ [ Copeland, Stuart (1) ™ oPen Customer Source
* @ [ Flynn, Connor (5) B nNEW INCIDENT Flynn, Conner  Direct Entry
* @ [ Kienle, Abby (3) - PRINT Flynn, Conner  Direct Entry
: : : :::h[;::a;'le W ‘Etll ::LL: French, Tess Direct Entry
» @ [y Smith, Mary (1) ,Di CEND SURVEY French, Tess Direct Entry
+ @ [ Sullivan, Jack (2) “  cEND CORRESPOMDENCE French, Tess Direct Entry
4@ |& White, Barry (19) By RELATE Ryan, Bob Direct Entry
4@ | Open (16) [is]_D4TA OVERRIDE Locke, Gale Direct Entry
o e F O
: : :ril;:r;:;ncy Y j: :E: LPD . March, Dway... Direct Entry
® um .E'F p— Lowe, Darren Direct Entry

Discussion News Feed Enhancements

Polling

You can now create a poll-type post with radio button response options in discussion-only news feeds on the

Desktop and mySupport portal. Poll posts will display only to authenticated users.

MNews Feed

Hardware Support

Create Mew Post

Barry White = Created 1 minute 2go » Updated 1 minute ago = Source: Hardware Support
Select the date that works best for the next company party.

FriFeb 7
Sat Feb 15
Fri Feb 28

Rephy

Auto Refresh On @ Updated

<0 =
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After a user selects a response, results will appear in a graph:

Auto Refresh On

Barry White = Created 9 minutes ago = Updated 9 minutes agao = |r';° % =
Source: Hardware Support

Select the date that works best for the company parby,

IR~ ——

] 1 2 3

Yiotes

Reply

Poll posts will appear on the mySupport portal as shown in the example below:

B Q isuPPORT

Type here to search discussion posts

Hardware Support Auto Refresh On | Sort by Updated = | Createa Discussion Post+ £ @ &

Discusslon Post Barry White » Created 3 hours ago » Updated 2 hours ago o%oee
Select the date that works best for the company party.

Fri Feb 7

Sat Feb 15

Fri Feb 28

[=]
(%]
1]
o
o

otes

Reply
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To create a poll post, select Yes in the Poll field in the New Discussion Feed Post dialog and enter answer options in
the area below the post, separating each with a comma. Note that a Follow This Post option is now included in this
dialog; it is also in the Reply dialog.

‘SEIE::t the date that works best for the company party. ‘

pol =

Fri Feb 7, Sat Feb 15, Fri Feb 25

Folowtis (il

post

Post Cancel

Poll posts can also be created via the mySupport portal.

Create a Discusslon Post x

B r U

What is your preference for the company lunch tomorrow?

Message

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

Select Image  Drop image here fo upload

Poll

Answers Pizza, Sandwiches, Pasta

Y iISUPPORT
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Default for Following Posts
A Default for Follow Option on Discussion Posts field is now included in Desktop Preferences for setting a default
for the Follow option in the Create Discussion Post dialog and in the Reply field on a discussion feed.

Cretails Dreddop Quick Access Classic Wiew F awarite VWiews Wiew Subscriptions

Display Time Zone: (GMT-02:00) Facific Time (US & Canada) [~

Ta reset your pasaword, enter values below

Current P asamard:
Mew P asaword:

Canfirm P asawaord:

Text Editar Toolbar: Fopup El

|:| Tab key inserts tabbed spaces in text editor fields

Showe Seconds on m

eidaoibich i

Crefault for Fallow Optian m

on Discussion Posts:

*The Display Time Zone is far display purposes anhy. Business hour escalation and statistics are

On the mySupport portal, a user's first discussion post or reply will determine the default for the Follow option in
the Create Discussion Post dialog and the following reminder will appear. The default can be changed in Account
Settings.

Drefault for Follow Option on Discussions has been set to "Mo” You can change this
default in Account Settings.

Account Settings

* Avatar

» Pazsword

* Time Zone

* Follow Discussion Posts

Set default Follow option on Create Discussion Post and Reply dialog to Yes: [V
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Custom Follow Notifications
You can now use the Custom Notification screen to customize the notification sent when you are following a
discussion post and the post is updated.

Configuration = Administration Tools = Discussion Post Custom Motifications Search Configuration. .. 'y Favorites
Incident Problem Changs Lzzat Purchase CMDE Alzrts Knowledgs Customer Discussion Post
Custom Default

Creste Copy Delete

I = S

|:| Post Updated Custom Motification - Cust [iSupport] Disowssion Post Updated

|:| Post Updated Custom Notification - Rep [iSupport] Disowssion Post Updated

Select follow notifications for support representatives and customers via the Rep Follow Notification and Customer
Follow Notification fields in the News Feed configuration dialog.

Window Titke: Mews Fesd
Show Headen Yei
Show Border: Yes
efresh Typet @)y () Timed
Active; | Yes
D-ISpla‘-r-' Mame: Hardware Support
List Unde: Hardware Repair -
Crptioins:
" Dis:ussi:-n Posts

RO FOSL REmOY AT
Allows Post Deletion:
Allow Maowve:

Enzble Likes/Dislikes:
Anarnymous Likes:
Anomymous Dislikes:

m

Allows Customer
Shara
Allow Rep Share:

H EEREEOEE

Sharing Template:
MNome -
Rep Follow
Maotification:
Post Updated Custom Notific:

Customer Follows
Motification:

Disoussion Post Updated - Cuf | -
Discussion Post Updated - Cust

Post Updated Custom Notification - Cust
Post Updsted Custom Motification - Rep
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Merging, Preventing Post Replies, and Pinning Posts

Three new functions have been added to the discussion post action menu: Merge This Post. Disallow Replies to This
Post, and Pin This Post.

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

e Merge This Post will move a post under another post.

Mews Feed
Hardware Support ki
| Type here to search discussion posts x | ?
Auto Refres

Barry White « Created 1 rinute ago = Updated 1 rinute ago = n:'ﬂ Le i
Source: Hardware Suppott
Hey eweryone, the printers in Accounting and Sales are dowen - use the printer in
Dewveloprient az 2 wadaround,

Reply -
Stuart Copeland » Created 7 minutes ago = Updated 3 rinutes ago = .{ﬁ oy ==
Source: Hardware Suppott Dekte

i I can't print using the Accounting printer,

Reply Rerncue

Stewe Johnson = 3 minutes ago Falicw This Post
I can't print using the Sales printer either, Share This Post
i hdenge This Post
Dimliowe Replies to This Post
Tess French » Created 8 minutes ago = Updated 8 mi = pies "
Source: Hardware Support Pin Thiz Post
. The printer in Accounting is lacking up.
Reply =

After selecting Merge This Post on the post action menu, 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.

® Q

Discussion Posts (5]

Options...

5 | Fl:l"l:l'i'-u'irlg | Custormn Field I Me

Created; 226/2014 9:12:43 PM Fep: Barry White Source: Hardware Support
Likes: 0 Dislikes: 0 Fallowing: 0

[Message: Hey eweryaone, the printers in Accounting and Sales are down - use the printer in Developrient as a workaround,

Created: 2/26,/2014 9:06:59 PM Rep: Tess French Source: Hardware Support
Likes: 0 Dislikes: 0 Fallowing: 0
[Mezsage: The printer in Accounting is locking up.
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An example of a merged post is shown below. Any replies to a post are also moved.

Mews= Feed

Hardware Support b

| Twpe here ta search discussion posts

EBarry White = Created 15 minutes ago = Updated 1 minute ago = n:'ﬁ 0 = i

Source! Hardware Support

Hey everyone, the printers in Accounting and Sales are down - uze the printer in

Developrent as a workaround,

Rephy = Close -
Stuart Copeland = 1 minute ago @x
Merged by Barry White on 2j26)2014
I can't print using the Accounting printer,
Steve Johnson » 1 minute ago Dx
Merged by Barry White on 2j26)2014
i

I cin't print using the Sales printer gither,

The Pin This Post option appears on the discussion post action menu if you are designated as a Discussion
Administrator in your support representative profile; this 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 * icon will appear on pinned posts.

Hardware Support T Create New Post

Type here to search discussion posts L AT

Auto Refr

Barry White = Created 46 minutes ago = Updated 32 minutes ago = Source: Hardware E]L-a B;;u
Support

Hey everyone, the printers in Accounting and Sales are down - use the printer in
Developrnent as a workaround.

Reply = Yiew all 2 replies

Shuart Copeland = 32 minutes ago 4
Merged by Barey White on 22672014

I can't print using the Accounting printer,
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Post and Reply Access Control for Customers and Customer Groups

For discussion-only feeds, you can now control access to post and reply creation for customers and customer
groups. In the Options | Access section in the Discussion Feed Configure dialog, 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.

Cenfigure

Windowe Title: Mewws Feed
Show Header: Yes |
e
Show Bordar: Yes |
S—
EEED S @ aue ) Timed
Huckive: |

s
—
Diisplay Mame: Hardwware Support
List Under: Hardware Repair -

Cphions:
Discussion Posts

Custom Field

ALcess

Shared:

Festrict:

Hardweare Repair ,

Stuart Copeland ’

Customer Groups Post Reply

Adrainistrators .

Customer Post Reply

Stewve Johnzon D X
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Sorting, Searching, and Customer Profile Click-Through

You can now do the following on discussion-only feeds:

e Sort by last updated date/time, creation date/time, number of likes, and number of dislikes. The creation date
and time for originating posts is now included.

e Perform a search

Hardware Support

Type here to search discussion posts

Auto Refresh On 25

Steve Johnson » Created January 05 at 10:34 PM « Updated Januwary 05 at 10:34 P
Souwrce: Hardware Support
This post has been removed due to content that violstes our user guidelines.
Rephy
Barry White » Created Januany 05 2t 10:25 PM « Updated January 05 2t 10:25 PM » ":-ﬁ h;a =
Sowce: Hardware Support
It will save time i you have all the latest updates on wour system before requesting support, =
Rephy
Steve Johnson » Created Januany 05 at 10:21 PM = Updated Jamuary 05 at 10:21 PM = r{ﬂ h;ﬁ o=
Sowrce: Hardware Support
I can't print using the Sales printer either,
Rephy

You can perform a literal (but not case sensitive) search for a character string within all posts in a discussion
feed; click the Filter  icon to refine the search by support representative or customer. Use the Add Condition
© and Remove Condition & icons to add or remove search filters.

Hardware Support ki Creatz Maw Post

printer x | ?

@O

Auto Refresh On 28 Updsted w
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Searching is also available on the mySupport portal, however, filtering is not available. Customers can sort feed
entries by last updated date/time, creation date/time, number of likes, and number of dislikes as well. A View

My Posts Only s option was added.

B © isurPORT

Type here to search discussion posts

@ * 2 12 Hardware Support Create a Discusslon Post + | Sort bv Undated =

Created
Discusslon Post Barry White » Created January 05 at 10:26 PM « Updated January 05 at 10:26 PM rea

It will save time if you have all the latest updates on your system before requesting support. Dislikes
Reply Likes
Updated

Discusslon Post Steve Johnson » Created January 05 at 10:21 PM « Updated January 05 at 10:21 PM

e For discussion feeds on the Desktop, you can click on a customer’s avatar or name to open the Customer Profile
record.

Custom Fields
You can now add a custom field to posts in a discussion-only news feed. You can make it required, enter options for
selection, and set a default value. Note that custom fields do not appear in replies.

Window Title: | Mevis Feed

Show Header:

Show Border:

o

Refresh Type: Timed
Active: a5
Displzy Mame: |Hardwars Suppart
List Under: ._ Hzrdwiare Repair v |
Options: *| Discussion Posts
Custom Field
Shows Custom Field: i
Required: =]
Labal: bE._, ]
Oplions: iPzd, iPhone, Android, Galzoy
-
Default Value: [ irhane v
& ISUPPORT
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Support representatives and customers can select a value for the custom field while creating a new post.

Desktop Discussion Feed Post

Mew Discussion Feed Post

Please apply the latest update to your phones.

Poll:

Follow this post:

iPhone v
Select

iPad

Android

Galzoy

Post Cancel

mySupport Discussion Feed Post

B 1 U

Create a Discussion Post x

Message

Iz anyone elze having trouble accessing the WiFi using their phane? &

Select Image

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

Select Image ODrop image here to upload

Device |Android v
Select
iPad
iPhone

Android
Galaxy

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

access.

| Hardware Support

ki Creat= Mew Post

| Type here to search discussion posts

::|"1T

Barry White = Created 3 minutes ago » Updated 3 minutes ago =
Sowrce: Hardware Support ==
Plaase apphy the latest u

Auto Refresh On 28 Updsted w

r[':a 0 :

m

Rephy

Sowrce; Hardware Support « Device: Android

Steve Johnson » Created 7 minutes ago » Updated 7 minutes ago » r{;ﬂh;ﬂ E
Is amyone eke having rouble accessing the WiFi using their phone? .
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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.

Hardwiare Support ~ Create Mew Post

| Type here to search discussion posts x | ?

-
Barry White « Created 6 miicutes ag ~EEE S SO s o L' o B

g Sowrce: Hardware Support Device :ﬂ a
Please apphy the lztest update to yvoul pad

il e
5 Joh Created 11 mi Ancrerd e
‘a teve Johnson = mi Galay s 300 = r[ﬂ h;ﬂ :

m

Sowrce; Hardware Support « Devics:

Is anyone eke having trouble accessing the WiFi using their phone?
Rephy

Posts can be sorted by the custom field configured for a feed.

Hardware Support o Craste Mew Post

| Type hers to search discussion posts H| Y

Updatad ~
Barry White » Crested 28 minutes 2go » Updated 28 minutes ago » L
Source: Hardware Support » Device: | iPhane r o
Pleass apphy the latest update to wour phones, Likes
Reply Diislikes 3
Device

mySupport

B ¢ isupPORT

Type here to search discussion posts

@ » 212 Hardware Support Create a Discusslon Post + | Sort by Undated ~
: ) N Created
Discusslon Post Barry White » Created 9 minutes ago » Updated § minutes ago » Device: iPhone

Plea=ze spply the |atest update to your phones. Dislikes
Reply Likes
Updated

Discusslon Post Steve Johnson » Created 14 minutes ago « Updated 14 minutes ago » Device: Android 10
|z anyone else having trouble accessing the WiFi using their phone? Device
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Field/Layout Additions

External Web Links
You can now enable support representatives and customers to add a link to a work item.

Rep Client work item

External Links
Add Remove

|:| Google hitp Mo google.com G204 2:49:39 P

Add External Link

Mame: | iSupport

rl: Rttpe S isupport.com

mySupport work item

ISUPPORT

Category: Murnber: E3FE1132836 Company: LELSoft
Related Opened: 371552014 Customer:=teve Johnson a
Item=:

Descriptian External Links

External Links: Afd External Link x

+ Marme: |5|JF|F||:||T -

. Rttpfwiangr isupport.cam &
~ Loogls Hrl: P PP

Add Cancel
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You can add the External Links field to a work item layout via the Incident, Problem, Change, and Purchasing Layout
screens.

Configuration = Incident Management = Layout Search Configuration.,.. Q

Layout Custormn Manu Actions

Customer Details .
&3 Display Marme
Display Awatar: Yes £3 Comnpany

£ Location
Dizplay MicrosoftE LynoE Status | Mo

3 Departrnent

etal:
(Bets) & Phone
Add a Sl ki €2 Email Address
£ Custorner ID
€3 Ticket Counts
Details
+- Basics
L |t Ttems Sratus Assignes
External Links Binisnitsy Created Date

You can add the External Links field to a mySupport work item layout via the Incident, Problem, Change, Purchasing
mySupport Layout screens.

Configuration = Incident Management = mySupport Layouts Search Configuration...
Marne! Subrnit Incident
Type: Subrnit o
Details
+- Bashcs
B Category Number
=" List Thems
Assats Related Items Created Date

External Links

Configu@tion Items Tahs

Crthers to Motify

- o e
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Knowledge Entry Links

A mySupport URL field has been added to the Knowledge screen layout for including a link to a knowledge entry on
the default mySupport portal.

Configuration = Knowledge Management = Layout Seanch Configuration
Layout Custom Menu Actions
Details
=I" Basics
rySuppart URL — “ & Author
List Hems % @ Source * @ Created
% & Reviewer % & Review Date
% Knowledge Entry - E13C4231A4 Ll PSS
=X T E 4 »
H H = =
Save Save and Close Print Delete Font Size Counters
File Display Mavigation
Mumber E13C4231A4 Author  Bamy White Category Applications
QuickBooks
Source  Direct Entry Created 1/3/2014 11:31:20 AM Rule Default Knowledge
Reviewer Bamy White - Clear Review Simny Er::-\up
Date E:-'
Status In Progress El
I mySupport LIRL http://exampleserver/user K nowledgeBaseView'3 I

Rep Group, Authorized by, and Authorized Date/Time

A Rep Group field has been added to work item layouts, and Authorized By and Authorized Date/Time fields have
been added to Change layout options.

Configuration = Change Management - Layout Search Configuration... (o]

Layout Customn Manu Actions

Customer Details

Drisplay A atar: | Ma

Drisplay MicrosoftE LynciE Status | Ma

(Bata):
Adt a Falof = |
Details
=l
* @ 5tatus
Goup
Autharized By e
Authorzed Date * pUrgency
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Purchase Request Screen Layout
You can now configure the fields included in the Purchase Request screen via the Purchasing Configuration | Layout

screen in configuration.

Configuration > Purchasing Configuration = Layout Search Configuration Qv
Layout Custom Menu Acdtions
Details
=" Basics
Modified Date Recipient Humber
Maodified By Requested By Status
Clozed Date gill To Request Number
Closed By
Author Opened
List Items
+- Custom Fields
Tabs
Orientation: Top
Deetails History Custom Attachments Associated Work Items
Taxt: Detais
Icon: Choose
Short Description

Favorites Recenthy Viewsed

Cost Center

Job Function

Assats

Top View

The Line item section in the Purchase Request screen has been redesigned.

= B [r—
T = = { ;
R K = o> la
Save Sawe and Close Font Size Countars Wof History  Add Asset Usze Template
Fila Dizplay Actions
Recipient Stuart Copeland jr" Humber E3FMSE4453 Cost Center Accounting
Fequested By Stuart Copeland jr" Status Open EI Job Function Manager
Bill To Stuart Copeland ‘42 Raquest aRT5300 Short Description
Humber
Author Barry White
Opened SME20149 9:45:33 P
Line ltams Hiztan Custom Attachments Azzociated Mok Hems Azzets
Line tems
+ laptop
+- Office Supplies Asset
i Azzet Type  vendor Froduct  Comments Delivery Expected Cuzntity Rate Armount  Crests
= Primter
+ Tablet Steve Esﬂal -
= Training n Training Johnzan Teifing Edit saremd 5 yenema (51 o et | o FE0.00 D
= Stewe Johnson [Costormer) jﬂl ..iy'
™ P
HR. Porzl Tmining (350000 F50.00
Saff Orientation ($50.00)
Systermn Creerciew [$5000)
+ Technology PCS [Company]
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Password Complexity and Expiration for Support Representatives

If you are not using Microsoft® Windows-based authentication with iSupport, you can now use the Security screen
to enable 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. You can also force a
password reset for all support representatives and include formatted text and images in the login screen.

Configuration = Support Representative Management = Security Cearch

Enzhble Forgotten Password: \lﬁl
Enable Password Expiration: \Lﬁl

Expire Password After: &0 Dranys

Warn Support Representative 2 [rays Before Expiration
Enzhle Previous Password Check: \Lﬁ]

Mumber of Previous Passwords: 3

Minimum Password Requirments
Minimum Charactars: 5

At Least One Spedial Character: | Yes |

At Least One Numeric Character: | Yes |

At Least One Uppercase i“l
Character:
At Least Cne Lowercase i}
Characten

[ Force Password Reset for All Support Representatives ]

Login Soreen Content:

veh - B/ ULE-8B0-0- A0 E

Use this application cnly for company business,

Note that after you upgrade to version 12.7, the minimum number of characters in a password will default to five.
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Only temporary passwords can be entered via the Support Representative Profile screen, and configured password
requirements will be enforced when you enter a password in the Support Representative Profile screen. You can
use the Generate New link to create a new temporary password that meets configured requirements.

Configuration = Support Representative Management = Profiles Search Configuration,.,
Dretails Groups Permissions Skills
First Marme: Kristin Phaone:
Last Marne: Sirnone Fai:
Ernail Address: ks@gwi.comm Cellular:
Pager Ernail Address: Location:
Dizplay Tirme Zone: (JTC-02:00) Pacific Tirne (JS & Cana o Support Center:
Lagin: [ First Rep ta Matify:
Password: P Second Rep ta Matify:

The support representative will be forced to enter a new password after entering his/her username and the
temporary password.

I‘ﬁ:\-u roust resel ywour passwc\rd.l

Usernarne Kristin Simone
Pazzword mmman=

RN

Pazzword Mew Password
Canfirm Confirm MHew Passward

Forgot Password
Use the Forgot Password option to include a Forgot Password link in the Login dialog and send an email to a
support representative with a password reset code.

ISUPPORT

Usernams

Password

I Forgot Password I
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If the support representative hasn't entered a username or email address in the login dialog, the following dialog
will appear:

( iISUPPORT

Username or Email

Reguest Resst Code

Once a username or email address has been entered, the following dialog will appear:

© iSUPPORT

Check your email - we sent you an email with a six-digit reset code, Enter it below to
continue to resst wour password.

Username or Email | Kristin Simone
Resst Code
Mew Password

Confirm Password

Reset Password

An email with High importance will be sent to the support representative with a six-digit reset code and a link to the
Desktop login screen.

This message was sent with High importance
A password reset was requested for your iSupport profile,

Click here to change yvour password.

Alternatively, you can enter the following reset code in the Forgotten Password dialog.
Your password reset code is: M7T+g9%

The link and reset code will expire 15 minutes after it was requested.

& iISUPPORT
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The following appears when the link is clicked:

'@ iSUPPORT

Username or Email | Kristin Simone
Resst Code M7+g3x

Mew Password [

Confirm Password

Reset Password

The reset code expires if more than 15 minutes has passed since the password request; the following dialog will
appear. The support representative can click Cancel to click the Forgot Password link again, and a new reset code
must be configured by the administrator.

@ iSUPPORT

I Invalid Usernams, Email, or Resst Code, Try again, I

Username or Email | Kristin Simone
Reset Code M7+g3x
Mewi Passwiord e

Confirm Passwiord sanan

Reset Password

Password Expiration

The Password Expiration feature enables you to specify a number of days after which a login password will expire;
the Password Expiration Warning dialog will display to the support representative after every login via the iSupport
Desktop until the configured timeframe has been reached. The expiration timeframe will be based on the last time
a support representative reset their password or the date and time at which the Password Expiration feature was
last configured. Note that expiration warnings will not appear on the mobile client.

Fassword Expiration Warning

Your password will expire in 1 day,

You can reset your passwiord now via Preferences,

Cloze

Previous Password Check
Use the Previous Password Check feature to compare a support representative’s new password with a configured
number of the support representative’s previous passwords and prevent use of a matching password. Note that

& iISUPPORT
Page 46



when this feature is initially enabled after you upgrade to version 12.7, a support representative’s current password
will not be used in the list of passwords to be checked against the new password.

iSUPPORT

The password you entered must be different from the st 2 passwords you have ussd,

Username BW

Passvwrord [ TITITTT]

MNews Password | sessssss

Confirm FEEEREEE

Reset Password

Minimum Requirements

You can require new passwords to contain at least one special character, numeric character, uppercase character,
and lowercase character, as well as a minimum number of characters. If a support representative tries to enter a
password without the minimum requirements, a message will appear with the missing requirement.

iSUPPORT
new passwiord must contain at least one special cha FE':EF-I
Uszrnams CF
Password FEEEEEEEEE
Mewy
Passweord TTTY T
Confirm rrrEEREE
Reset Password

Login Screen Content
Use the Login Screen Content field to include formatted text and images at the bottom of the login dialog.

@ iSUPPORT

Username

Passweord

Forgot Passwiord

I Use this application only for company business. I
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Miscellaneous
e If you add an existing work item to a hierarchy of work items, a prompt will appear for copying any custom
values from the parent work item.

¢ Archive agent settings have been removed from the Incident Basics configuration screen. (These settings remain
in the Administration Tools | Agents screen.)

e A Bomgar Session Purge agent has been added to permanently delete Bomgar sessions that are older than a
specified number of days or years from the cSupport and cSupport_Bomgar databases after a specified number
of years past the archive date.

Configuration = Global Settings = Bomgar™ Integration Seatch Confiquration. ., Q

Basics Ernail Ternplata Agents

Bomgar™ Integration Agent

Thiz agent imparts newly closed sessions from the Barngar Box™ into iSupport, Sessions with an extemal key matching an existing
incident nurnber will be autornatically associated, IF the Autornatically Save Session Recordings option in the Borngar Integration Basics
page is enabled, any associated recordings will be autornatically sawed,

Interwal: & minutes o Run Now
e ————

Bomgar™ 5Session Purge Agent

This agent purges Borngar session data older than a specified amount of time from the cSupport and cSupport_Borngar databases,

Enabled: | Yes Run Now
T— —

Elapzed armount of tirme before Borngar sessions are purged from the cSupport and cSupport Borngar databases: 2 TRAT

e Problem, Change, and Purchase archives have been added to Global Search options.
e An Openin New Window option has been added to the History field in the Customer Profile screen.

e An Active button has been added to the Customer | Rules screen; you can use it to prevent the rule from
executing after every save of a Customer Profile record.

e You can now pin Problem records to the Pin Board component.

e A Custom Field List include field has been added to the list of include fields available for work item custom
notifications and correspondence; this include field will list all of the custom fields and values for the work item
associated with the correspondence.

Subject: Please review

Server O5: Mac
Verified Support Contract: Yes
Emor Code: 2875309
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e A Knowledge Base Authored Article Approved award action has been added to Leaderboard component
configuration.

Crptions:
Phions Participants

Leaderboard Managers i
Award Levels

Award Actions

i—Salect an Action— I+l 10 points D
—Celect an Action—

Chat Request Accepted

Diiscussion Post Authoned

Diiscussion Post Rephy Authored

Incident Closed

Knowledoe Base Artice Authored

Time Based Rule Excesded
Time Based Rule Met

e For the Route to Self feature on incidents, problems, and changes, if the support representative to which a work
item is being routed is in a group a work item is already linked with, the group stays as set. If the assignee is not

in the work item's existing group, the assignee and group will be changed.

e You can now set a start time when you select Daily in the AD, LDAP, and RDB synchronization interval field in the
Directory Integration configuration screen.

Copyright ©2014. 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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