iSupport® v14.5 Release Notes

L
This document includes new features, changes, and fixes in iSupport v14.5. The Readme.txt file included with the
download includes a list of known issues.

New Features in iSupportv14.5

Administration
Automatic iSupport Updates
Directory Integration Enhancements
Security Features for Customers
Message ID Handling for Incoming Email Processing
Usage Dialog and Options for Configuration Record Deletion
Global Search Configuration and Field Expansion/Dashboard and Content Management Enhancements
Improved Support Representative Group Management
Click-Through for Configuration Views
SHA1 Hash Option Added for Authentication Applications
Maximum Duration Setting for Archiving
List Under Field Added to Correspondence Template View Data Source
Permissions and Access
Permission Added for Routing to Unavailable Reps
Permission for Editing Closed Opportunities
Custom Fields
Multiple Condition Support for Conditional Custom Field Display
Integration for Custom Field Options Lists
Paste Option for Custom List Fields
Enhanced Custom Field List in Configuration

Rules
Purchasing Rules
Notification Recipient Option for Support Representative Group in Rules
Edited During Approval Notification Moved to Rules
No iSupport Reference Event Condition and Notification Action for Email Rules
Correspondence Sent Event Added to Work Item Rules

Work Items
Default Correspondence Template Setting
Email Attachments Now Processed as Mail Attachment.eml Files
Customer/Work History Entries Can Now Be Added Separately
Improved History Formatting

Work Item Timeline Enhanced

Automatic Selection for One Result in Customer Search

Asset Search Enhanced in Incident and Change Records

Multiple Layouts for Change and Problem

View Frame in Work Item Screens

Enhanced Approval Graphic on Rep and mySupport Work Item Displays
Impact and Urgency Fields Added to Save Dialog

Y iISUPPORT
Page 1



Views and Desktop Components

View Subscription Enhancements

Search and Template Selection Added to Relate Action

Saved Searches Now Available for Multiple Views

View Folder Frame Resizing Retained

Captured Count Field Added to Knowledge Data Source

Routing Statistics Summary Field Revised

Configuration Item Viewer Updated

Warning When Adding Dashboard With Different Window Size
Discussion Feeds

Send Email After New Post Option for Discussion Feeds

Get Share Link for Desktop and mySupport Discussion Feeds
mySupport

Image Pasting on mySupport Portals

Customizable Forgotten Password Notification

Enhanced Service Catalog Display

Pin Navigator by Default Setting

Category Selection on Work Item Submission

Required Company, Location, and Phone Fields for Work Item Submission By Unauthenticated Customers

Custom Data Sources Utilized for mySupport Views

Performance Enhancements

Tours

Fixes in iSupport v14.5
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New Features in iSupport v14.5
Administration

Automatic iSupport Updates

iSupport now includes an agent that checks for hotfix updates; you can specify whether to schedule or
automatically install any available updates. Use the Page Title and Page Content fields to configure the page that
will appear when someone tries to access iSupport while the update is occurring.

Configuration = Administration Tools = Agents Search Configuration... Q Favorites  Recs

Global Incident/Change/Purchase Azt Configuration Management Archive iSupport Update

iSupport Agent Manager Status: @
iSupport Update Agent

This agent performs a scheduled check for (Support updates, When Automatic Update Installation 5 not enabled and an update s
zwzilzble, Maintenzce Administrators will be notified,

Enabled: | ¥e8 | Time Agent Should Run Each Day: | 1200 AM o | | Check Now
Automatic Update Installation Ensbled: | Mo
Mew iSupport Update Available
Current Wersion: 14.5.0.5
MNew Version: 14.5.0.3

Schedule Instzll For: D6/08/2015 12:00 AM

Install Mow
—

Update in Progress Page

Page Title:  iSuppart &5 Down for Maintenance

Page Content:

vV om D - B/ ULE-BHBHQ- -
CN4% = = = = I Sl e : b - -
e e = = = = IE & {— =  ser -~ Si. N z - A

The iSupport website is undergoing routine maintenance.

We apologize for any inconvenience.

Directory Integration Enhancements

iSupport's Active Directory and LDAP features were greatly enhanced to include support representative and asset
synchronization, individual attribute mapping, and directory node exclusion. A tree control directory node viewer is
now included for you to set the base directory node for a sync definition, add exclusions, and preview values for
field mapping. After an initial complete synchronization, only new, modified, and deleted records will be
synchronized, and it is easier to configure and manage multiple synchronization definitions for one Active Directory
or LDAP data source.
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The Directory Integration feature has been renamed to Data Source Integration; you'll now manage data source
definitions and specify the order of precedence in the list screen.
Configuration = Global Settings = Integrations > Data Source Integration

Creaste Delete Order of Precedence

e ——— e ———

Diomino Directory Domino Directory Customers
D Example LDAP Source LDAP Yes D000 H000I00000 Customers
D Main AD Sync Active Directory No LDAP:f frocaocxaocoo: Customers
|:| Microsoft CRM Microsoft CRM Yes Customers

To create a data source integration definition, click the Create link and then select the data source type.

Configuration > Global Settings - Integrations > Data Source Integration Q

Craste Delete Order of Precedance

n Name . Type Cr Newy Dhat: Jefinitic Synoed Record Types

] |oap LDAP Active Directory Customers
I:l iain AD Sync Active Directory LDAR ] Customers
Other RDB

Cromino Directory

Microsoft CRM

Y iISUPPORT
Page 4



Use the Basics tab to specify the primary connection and authentication details for accessing the data source; these
settings will apply to all of the sync definitions you create for that data source. Note that the search root of the data
source definition can now be the domain controller or the top node in the directory, which opens the entire
directory for use with sync definitions.

Configuration = Global Settings > Integrations = Data Source Integration

The Active Directory Integration feature allows you to utiize Active Directory as a source for iSupport’s customer, asset, or support
representative information. See help for configuration information.

Basics Field Mappings Exdusions
AD Source Mame: Main AD Sync
Search Root: LA P o003 om0

Test Connecticn

Active: |, No I|

AD Synchronization Interval: | 3 hours

If anonymous Active Directory connections are not allowed in your environment, use these optional fields to enter a username and
password for authentication when gueries are performed. If ancnymous connections are allowed, leave these fields blank.

Username: sod Admin
Password: Rieset
Sync Definitions
Crezste Delets

Sync Root a Record Type Active mySupport Access

|:| ou=pecple,c=sevenSeas ‘Customers Yes Yes

Click the Create link to create a sync definition consisting of the type of record you are synchronizing, the string
identifying the object in the Active Directory hierarchical structure that contains the data to be synchronized, and
the conditions that must be met for returning a specific set of information to iSupport. Note that a filter is only
needed if the selected Base DN contains unwanted lower level nodes or if the data source's exclusions do not
already remove the unwanted nodes.

Sync Definition Details

Active: | Yes
Sync Entries
Az Customers .

Enzable mySupport Access: | Yiés
Base DM: | OU=Production, DC=example, FC=oom

Search Fiter: (g
{objectCategory = Person)
(objectClass=usar)
{givenMame=")

Cancel Finish Edit

e If synchronizing customers, the Enable mySupport Access field will appear. Select Yes to enable the Approved to
Access mySupport field by default. If a login name and password exists in the source record, it will be included
in the mySupport login fields for authentication to the mySupport portal. This is not a mapped or synchronized
value; it can be edited in iSupport.
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If synchronizing support representative information, the Default Group field will appear for you to select the
iSupport group to assign as the primary group by default for any new support representatives. You can use the

Create New = and View/Edit  icons to access the Group configuration screen and configure the
roles/permissions, Desktop components, the work items/features involved in global search, work item Ul
settings, and mySupport chat settings for group members. This is not a mapped or synchronized value; it can be

edited in iSupport.

Sync Definition Details

Active: | Yes

SynC Entries

At Support Representatives o
Defauk Group:  Support - 5

Base DM: | OU=Production, DC=exampls, C=com

Search Filter: (g,
{objectCategony=Person)
(objectClass=usar)
{givenMame="*}

Cancel Finish Edit

If synchronizing asset information, the Asset Type field will appear for you to assign an asset type by default.
You can use the Create New = and View/Edit I icons to access the Asset Type configuration screen and
configure a login for running asset scans, optional and custom fields, maintenance/warranty notifications, and
count tracking for the asset type. This is not a mapped or synchronized value; it can be edited in iSupport.

Active: Tes
T— .
Sync Entries
Azt Azzets -
Typ=t Laptop = 5

Base DN: | CN=Computers, C=example, XC=com

m

S2arch FRET oo o coount Type=B05306355)

1
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Click the Base DN button to select the directory node that contains the data to be synchronized. Note that a filter is
only needed if the selected Base DN contains unwanted lower level nodes or if the data source's exclusions do not
already remove the unwanted nodes.

Selectan entry

Seatch... Q

R 5 A 5 S

~ DC=erample,DC=com
L CM=RBuiltin

m

3 CM=Cam puters

¢ Cill=Dew

b ClU=Darmain Controliers

b Cll=Exec

L CM=ForeignSecurityPrincipals
L Sl =Farrmer Em ployess

b CM=Infrastructun=

[ Sl =Intern=t

Field Mappings
Use the Field Mappings tab to specify the nodes or directory objects in your Active Directory or LDAP source from

which data will be pulled for corresponding iSupport fields. Default Active Directory field mappings are the same as
in previous versions; however, now you can change individual field mappings to [Unmapped] so only mapped fields
are locked. Note that the First Name, Last Name, Email, Sync Key, and Login fields cannot be unmapped.

Leave Use iSupport Default in a field to use iSupport’s default mapping; we recommend that you use iSupport’s
default for the Sync Key and Avatar field because the applicable schema property may vary. If iSupport Default is
selected for the Groups field, all groups associated with a customer in the Active Directory or LDAP source will be
created in iSupport via the MemberOf attribute.
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Note that the field mapping settings apply to all sync definitions within a data source integration definition; for
example, if you define two customer sync definitions within a single data source integration definition, both will use
the same field mapping. Configure a new data source integration definition if different mappings are required.

Configuration = Global Settings = Integrations = Data Source Integration
The Active Directory Integration festure allows you to utilize Active Directory a5 2 sounce for iSupport’s
for configuration information,
Basics Field Mappings Exclusions
Customer Support Rep Asset
Field Attribute Fraview

First Name |57

Last Mame =n |5

Emil ma |=

Samc Ky iz

Fhone Iz

Fax [Unmapped] -

Cell |~

Location B

Department &

Title I~

Login -7

Secondary Login 7

Aodress i

City E

State [ 5

IIp (=

Consnitry 7

Manager i

Company iz

Customer 1D |

Groups [Unmapped] -

BAwatar I

Map a Custom Feld

You can type additional attributes from your directory’s schema if you want to map to an attribute not in the list;
your entries will be included in the list after your entry.
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Use the Map a Custom Field button to add a custom field to the field list.
Configuration = Global Settings - Integrations = Data Source Integration

The Active Directory Integration feature allows wou to utilze Adtive Directory a5 2 sownce for (Support’s customer, asset, o support represant)

Basics Field Mappings Exclusions
Customer Support Rep Asset
Field Artribute Preview

First Name (7]
Last Mame sn (7]
Emil mzil | ™
Samc Ky |~
pl'l:\l'E I R |
Fax [Unmapped] [™|
Cell [~
Location x =

i i _ 7 - : 1 — |g
Department @ Dialog - Select Custom Field - Mozilla Firefox
Title

o
Lowgin
Search within results

Secomndany Login

Sart by {Lzbel & | Type | Pending Deletion | DefsultVahe | Options)
Address
City Training Taken

Type: List Box Category: Pending Deletion: False
Stat= §

Default Value:
e Orptions: Accounting,Sales, Administration
Country ]
Manager (™|
Compainy (7]
Customer 1D (™|
Groups [Unmapped (7]
Avatar (7]

Mzp 2 Custom Fiekd
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Use the Preview button to select a record to use for verifying your selections.

T UN=LAETen LowWe
[ CN=Dwo MotRephy

L CM=Dwayne March
L Ch=Gale Locke

b CN=Gena Pirie

b CM=Henny Alder

b CN=Jorge Quentin
b CM=Kathleen Quinn
L CM=Kelzey Stout

b CM=Mary Smith

m

Closa

Use the Exclusions tab to specify the values (including groups) that should not be synchronized; click the Add link to
select the directory nodes or objects that should be excluded. All lower level nodes will also be excluded. Note that
exclusions apply to all sync definitions within a data source integration definition.

Configuration > Global Settings = Integrations > Data Source Integration Q

The Adtive Directory Integration feature allows you to uvtilize Adtive Directory as a soarce for (Support's customers, asset, or support representative informaity

sescs | reavappngs | Excions | ([

Add Delete Search... = |
¥ CN=Micrasoft Exchange System Ubgects " I
k CH=MOMLatencyMonitors
I:l L CH=NTDS Quotas
b CM=Program Data
] OU=0aProduction
OlU=Resources

k Cl=5zles
k Ol =5ervers
L CH=System

m

b Ol =5%ystern Accounts
3 OU=Tech

¥ CM=TPM Devices

k CH=Uszers
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Use the Order of Precedence link on the Data Source Integration list screen to specify the order of precedence if
utilizing multiple data sources.

Configuration = Global Settings - Integrations = Data Source Integration

[Create Delete Onder of Precedence

Customer Support Rep fszet

[7] | mMain AD Syne

[* I

If wtilizing multiple data sources for (Support’s customer data, drag and
drop to specihy the order of precedence if there are matching records
{first name, lzst name, and email address match), The entry at the top
of the list i first precedence,

Active Directory

LDAP

Direct Entry

mySupport Registration
Email Submitted Incident
Microsoft CRM

RDB

Doming Directory

o~

The Customer Data Import feature is now a separate screen under Customer Management | Import.

Configuration = Customer Management = Import Search Configuration... Q

el Spreadsneet 10 IMport.

No file selected. Load
Workshest:  Sheetl

Assignes:  Bamy White

Import Sounce iSupport Columins Mapped Cohsmns
o |[Fax . -
SYNC_KEY Celhslar — EMAIL= Email
Location FMNAME: First Name
Department PHONE>Phone
Address 1 COMPANY = Compamy
Address 2 =
Address 3 T
City
State
Aip |
Country
Title
Manager
= | | Password - -

Links for all of iSupport's integration screens are now included under an Integrations heading in the Global Settings
section in the Configuration module.
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Security Features for Customers

If you are not using Microsoft® Windows-based authentication with mySupport, you can now use the Customer
Management | Security screen to enable 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 customers.

Configuration = Customer Management = Security Search Configuration...
Password Failed Login Locks Failed Login Log Locked Customers
Enable Password Expiration: Yes |
Expire Password After: &0 Days
Warn Customer 1 Days Before Expiration

Enable Previous Password Check: Yes |

Mumber of Previous Passwords: 2

Minimum Password Requirments
Minimum Characters: 5

At Least One Special Character: Yes

At Least One Mumeric Character: Yes

&t Least One Uppercass Yes
Character:
At Least One Lowercass Yes
Character:

| Force Password Reset for All Customers |

Only temporary passwords can be entered via the Customer Profile screen, and configured password requirements
will be enforced when you enter a password in the Customer Profile screen. You can use the Generate New link to
create a new temporary password that meets configured requirements.

Customer Wiew

f =] E= tomer » [gComes
:_ % T = [Es[Cus LR A

H H E= :'Eln cident @Erunrey
Save Save And Close Print Delete Font Size Counters .
- - [f@Change A Service

File Display
First Name Steve
Last Name Johnson
(] Email sjidre E.00
ji@example. com
L= Clear
Phone 280-357-1004

Cetails Address mySupport History Groups Orthers to Motify Assets

Uszer Name Steve Johnson

Password Il Generate
MEwW

.
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The customer will be forced to enter a new password after entering his/her username and the temporary 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 customer after every login via mySupport until the

configured timeframe has been reached.
L

@ | S L @ Your password will expire in 1 day.  Reset Password or Do Mot Show Again = %

Event Calendar Home Knowledge Add +

View Training Schedule Tutorial

Welcome to the Staff Support Center

The expiration timeframe will be based on the last time a customer 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.

Previous Password Check

Use the Previous Password Check feature to compare a customer’s new password with a configured number of the
customer’s previous passwords and prevent use of a matching password. Note that when this feature is initially
enabled after you upgrade to this version, a customer’s current password will not be used in the list of passwords to
be checked against the new password.

Username Steve Johnson !
Current NI L !
Password

Hew Password

Re-enter
Password

~ -
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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 customer tries to enter a password
without the minimum requirements, a message will appear with the missing requirement.

Username Steve Johnson
Current Password seeses
New Password  ——

Re-enter Password

Leogin

Failed Login Locks
Use the fields on the Failed Login Locks tab to prevent a customer who has exceeded a specified number of failed

login attempts from attempting another login, send notifications to the customer and/or support representative,
and require a support representative to reset the login lock.

Configuration > Support Representative Management = Security Search Configuration... Qaw Favaorites Recenthy Viewed Top Vig

Passwaord Login Screen Failed Login Locks Failed Login Log Locked Reps

The locks below enable you to prevent a support representative who has excesded a specified number of failed login attemipts from attemipting ancther legin wntil the conditions

required to remove the active kock are met.
The three types of locks are ordered when used in combination; f you enable more than one, the number of legin attempits must be progressively larger starting with the timed lock.

Timed Lock Yes | aAfter 2 | failed login asttempts, prevent login for 2 minute(s). Admins to Notify
Enabled: =l Notficstions
Stuart Copeland »

Suppon iSupport Defeult - =

" Rep: iSupport Default « =

Emsail Lock Yes After 4 failed login attempts, prevent legin and email the support rep an unleck link.
Enabled: +] Motificstions
Admin Lock Yes After & failed login attempts, prevent legin and require administrator action to unlock.
Enabled:

o #| Motifications

Admin Lockout Content Yes

Enabled:

Admin Lockout Content:
VAR LD C 3/ UE BB 0 GNEE

Tahoma,aria..™ Si..* MNormal = A"

]
i
.
1

=

Your access is locked. Please call 397-1000 to request access.
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You can configure the following types of locks:

e Atimed lock which prevents login for a specified period of time (the lock would prevail during that time even if
the correct login were entered).

e A more restrictive email lock which displays a message regarding the lock and sends an email to the customer,
who must use the link in the email to reconnect to the login page in order to continue. If the customer doesn’t
use the link and logs in directly, the lock would prevail even if the correct login were entered.

e Aneven more restrictive support rep lock which prevents the customer from logging in until a support
representative unlocks his/her customer profile. Enable the Admin Lockout Content Enabled field to create a
message that will replace the content in the Login dialog.

a iISUPPORT

Your access is locked. Please call 397-1000 to request aocess.

Unlocking a Profile

Support representatives with Customers | Unlock mySupport Access permission can unlock a Customer Profile in
the following ways; both will set the failed login attempt count to zero.

e Click the Unlock link that displays in the banner in the Customer Profile screen when a profile is locked.

Customer View

I I I ! e T =] [E5jCustomer - [-gComespondence G Configuration tem Frevious

= [fIncident  [§Survey i@ Opportunity Mext
Save Save And Close Print Delete Font Size Counters . .
- - [fmChange f Service Contract ﬁl‘de—etlng

File Display Mew Mavigation

nySupport access for this profile has been loded; clidk Unlodk to reset access

& Bl First Name | Christine
-

e Last Mame Apple
Mew Clear
Email cai@ygwi.com
Fhone 380-387-1000
Details Address my Support History Groups Cthers to Motify Azzets Custom Fields Vendor Miscellaned
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e Select the Unlock Access option on the Actions menu in the Locked Customers view.

Locked Customers = U T

nﬂa:: it & - - FY
Associate Approval Cycle Mame Login Secondary Login Phone

b= |

(hange Approver
Lowe, Darren Drarren Lowe Unspecified 360-357-1000

¥

Add to Company
& Rermove fram Cormpany
o3 Merge
[y | Add Can View Service Cost Permission
a Remowve Can View Sarvice Cost Permission

3 Delete
D Send Survey

% Send Comespondence

Unlock Aozess \

At
fx Export -

You can view and customize lockout notifications via the Security tab in the Custom Notifications screen.

Configuration = Customer Management = Security Custom MNotifications Search Configurat

Incident Probilem Change Azsat Purchass Service Contract CMDE Alerts
Knowledgs Customer Opportunity Discussion Post Security
Custom Default
Rep Email Lockout Motification Caopy
Rep Admin Lockout Metification Email Lockout Notification .
|:|  Clostomer [iSupport] Access Denied

Rep Forgotten Password Motification

mySupport Email Lockout Notification

mySupport Timed Lockout Notification

I:l Email Lockout Motification | [iSupport] <Customer First Name>
- Support Rep = Customer Last Name> Acoess Denied

mySupport Admin Leckout Motification

Message ID Handling for Incoming Email Processing
iSupport now tracks the message ID in incoming email processing; converted work items are updated if a message
ID match is found. If a reply comes in on the same message thread, it will update the incident associated with the

message thread.
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Usage Dialog and Options for Configuration Record Deletion
When an iSupport administrator attempts to delete a configuration record, a dialog now appears listing the features
using that configuration record.

Configuration = Incident Management = Layouts Search Configuration... Q

Aszet Incident

Creste Copy Delete Order of Precedence

O
[ | Administrator Layout
|:| Defzult Rep Layout Default
[
B | Remy The following Layouts cannot be deleted because they are being used by another feature in iSupport;
D Simp

Default Rep Layout
Incident Confiquration
Default Layout

Rep Groups
Administrators

mySupport portals are used to build default notification URLs for work item access by customers, so if deleting a
mySupport portal you'll need to select a replacement via the Replace link.

The following mySupport Portals cannot be deleted because they are being used by ancther festure in Support:

ExampleCo Portal = Replace
Self Help Guides
Hardware/Software
Changes
1 coourrence
Customers
1 coourrence
Incidents
L ooourrences
Purchases

1 ccourrence
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Global Search Configuration and Field Expansion/Dashboard and Content Management Enhancements
You can now restrict the types of records involved in global search via the Allowed in Global Search tab in the
Support Representative Management | Dashboard settings screen.

Configuration = Support Representative Management = Dashboard Settings Search Configu

Allcvied Components Allowed in Global Search
Don't Inchude: Inchude:

Archived Problem Knowledge Entry

Archived Change Incident

Problem Archived Incident

Change Customer

Purchase Company

The Support Representative Management | Groups screen now lists the associated dashboards, views, charts,
calendars, and discussion feeds.

Configuration = Support Representative Management = Groups Search Configuration,..
Details Membership Desktop Layouts mySupport Chat
Oreamide Allowed Componants: Yes
N —
Owarride Allowed in Global Saarch: Yes
e
Dashboards Wiswis Charts Czlendars Edit Calendars Discussicn Fesds
Allowed Components Allowed in Global Search
Don't Inchede: Inchede:
Opportunity Google
Product Change
Archived Purchase Headline
Archived Change Knowledge Entry
Archived Problem Archived Incident
Configuration Item Incident
Asset Customer
Problem Company
Purchase FAQ
Serwvice Contract Discussion Posts
Y iISUPPORT

Page 18



Improved Support Representative Group Management

You can now view the Desktop items and layouts that a group has access to. A Yes in the Globally Shared column
indicates that there are no group access restrictions; a No in that column indicates that the item has been
restricted. You can open views and charts that you have access to.

Configuration = Support Representative Management = Groups Search Configuration,.. Q Fawari
Deetails Membership Desktop Work Ttem UT mry'Support Chat
Orwamide Allowed Compaonants: Yei
N —
Owvemide Allowed in Global Search: Yes
—_—
Dashboards Views Charts Calendars Edit Calendars Discussion Feeds Allowed Components

This Week's Pricrity Crpen Incidents Barmy White | Yes

Riowting Statistics Time Pear Assignes

Rules by Rule Group

Bamry Whita | Mo

Barry White | Yes

The Override Allowed Components field and Allowed Components subtab are now on the Desktop tab, and all
components are included on the Allowed Components subtab. Use it to specify all of the available components that
members of the group can add to a dashboard.

Page 19

Configuration = Support Representative Management = Groups Search Configuration... Q FE'-.'-:i'i'I
Details Membership Desktop Work Item UI mySupport Chat
Cwemide Allowed Components: L
Cweride Allowed in Global Search: L
Dashboards Views Charts Calendars Edit Calendars Discussion Fesds Allowed Components
Components:
Dron't Inchede: Tmchade:
Cloud Monitor Rep Map
Facebook Monitor Calendar
Twitter Monitor Chart
Twitter Global Search
Leaderboard MNews Feed
CI Relationship Viewer Pin Board
Faceboolk Asset Monitor
Embedded Content View
RSS Feed Badges
Rep Manager
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Use the Override Allowed in Global Search field and Allowed in Global Search subtab to select the records/features
that will be involved when members of the group perform a global search.

Details Membership

Dashboards

Don't Inchade:

Wisws

Google

Archived Purchase
Archived Change
Archived Problem
Configuration Item
O pportunity
Change

Service Contract
Product

Purchase

Overide Allowed Components:

Oweride Allowed in Global Search:

Configuration = Support Representative Management > Groups

Desktop Work Ttem UI

Yei
e’

Yes
S

Charts Calendars

Inchede:

Headline

Problem
Knowledge Entry
Incident

Archived Incident
Customer
Company

FAQ

Asset

Discussion Posts

Edit Calendars

h Configuration. .. Q

mySupport Chat

Discussion Feeds

Faworites

Allowed Components

Recanthy Wiewad  Top Vie

Allowed in Global Search

Use the Work Item Ul tab to select the layout (fields, tabs, and custom menu options) as well as the default quick
access icon menu that will display when support representatives in the group access the applicable work item entry
screen. Note that the quick access icon set will be replaced once a user adds icons in those screens.

Configuration = Support Representative Management = Groups Search Configu

Deetails Membership Desktop Work Ttem UL mySupport Chat
Imcident Layout: Administrator Layout - il g
Incident Default Quick Aocess Ttems: o L'?rr:‘.‘a Edit
Change Layout: Administrator Layout - il
Change Defaul Guick Aocess Ttems: Edit
Problam Layout: Defauk - il g
Problem Default Quick Access Items: Edit
Purchase Default Quick Access Items: Edit
Customer Default Quick Access Items: Edit
Companny Default Quick Access Items: Edit
Asset Defaul Guick Access Ttems: Edit
Knowledge Entry Defaul Quick Access
[tems: Edit
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Click-Through for Configuration Views
You can now open items in views based on the following configuration view data sources that are available to

iSupport admin

istrators:

Config - Categories

Config - Change

Config - Change Rule Groups
Config - Correspondence Templates

Config - Inciden

t Rule Groups

Config - mySupport

Config - Problem

Config - Problem Rule Groups
Config - Purchasing

Config - Support Representatives

Support Representatives b Ii’ |I|
Actions -

|:| Name Primary Group Location

|:| White, Bar Administrators Headgquarters

|:| Kienle, Abby Administrators Headgquarters

|:| Flynn, Connor Support Headguarters

SHA1 Hash Option Added for Authentication Applications

You can now use the SHA1 cryptographic hash function for an authentication application for mySupport.

Maximum Dura

Configuration = mySupport = Authentication Applications

Se= the Help 2 for information on this soreen,

Mamsa; Customer Portzl Authentication Application
Authentication Type:  Customer 1D -
Use Cryptographic |\i‘|

Hashe

Hash Algorithnn: @ MD4_|

) sHa1
—

Hash Expiration Duratior 1 Minarte{s)

tion Setting for Archiving

A Max Duration field has been added for the Archive agent; the agent will terminate after the specified number of

hours.

Configuration = Administration Tools = Agents Sezrch Configuration.., aws Fawor
Global IncidentfChange/Purchase Asset Configuration Management Archive Suppor

Archive Agent
This agent moves closed work items and sant comespondence doouments that mest archive oiteris to an archive datzshase,

Time Agent Should Run Each 12:00 AM o | Run Now

Dranyt

I Mas: Duration: 4 HDJ{S}I
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List Under Field Added to Correspondence Template View Data Source
A List Under field has been added to the Config - Correspondence Templates view data source.

Permissions and Access

Permission Added for Routing to Unavailable Reps

For incidents, problems, and changes, a permission has been added that enables support representatives to route
to support representatives who are unavailable for routing. This only affects manual routing functionality;
automated routing initiated from an email, mySupport submission, or a rule using load balancing or round robin
methods still includes available reps.

Configuration > Support Representative Management > Roles |_'-e arch Configuration

| Details | SupportReps | Groups

MName: |ﬂd ministration - Group |

Description:
Permissions for the Administration group

Hide sections without any selected permissions

=i iSupport Permissicns

[#| Reader  |View My Assigned -
_____ FriR View My Authored
View My Groups
..... Azzsts iew My Location
i -
..... Chﬂ nges "
. _ [ Author | Create Mew -
----- Configuration Ttems Use Hierarchy Templates
----- Customers Add ek — -
..... (A= LT Edit My Assigned
Desktop Content Edit My Authored
..... FAQS Edit MYGDUFE
Edit My Location
..... Headlines Edit Al
Change Customer
""" M Add Additional Customer
_____ License Management Remove Additional Customer
..... Opportunity
----- Perzonal Correspondence
----- Personal Rules
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In work item screens support representatives who are unavailable for routing are designated as “’Out” in the
Assignee dropdown list.

. = istary = [[R0veride [ata emplates -
= * T = dd History - [H0veride Data [ §Templat
—_ E= Gpdudd Aeset FERoute - - Hierarchy -

Sawve Sawve And Close Print  Delete Fant Size Counters

- 'f-gli.ateg-:-rize 2 Customer- IE&-:I Haoc Approw
File Crisplay Actions
Customer @ Status Open IZI AssigneeStuart Copeland (i) Fuld
Brown, Al [g
abiE@gui. com Friarity L IZI H By Group - Sandand

=l By Mame - Smndard

Abby Kienlke [Administators) [(Sut)

Barny White [Administators)

Permission for Editing Closed Opportunities

Use the new Edit Closed Opportunity permission to enable modification of the Assignee, Stage, Type, Estimated
Close Date, Purchase Order, and Probability fields after a stage requiring a win/loss reason is selected in the
Opportunity screen and the opportunity is saved.

Configuration = Support Representative Management = Roles sarch Configuration... Q

Details Support Reps Groups
MName: hdmin'lstratbn - Grou

Description:
Permissicns for the Administration group

Hide sections without any selected permissions

=k iSu rt Permissicns —_—
¢ Reader NIl  Select All Opportunity Permissions

Archives
| e Clear All ©pportunity Permissions

Changes PO ey Create New

b Configuration Ttems

Customers
- Desktop Content Editor I
Change Description
! FAQs Change Invoice
" Hazdlines Delete i
Incidents

- License Management

Opportunity
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Custom Fields

Multiple Condition Support for Conditional Custom Field Display
You can now configure more than one condition for display of a custom field.

Custom Field Definition

Basics mySupport Aocess Conditional Display Options
Match Al . @ 6=
Diepantment Cods - 5 300 . DO
Budget Code - & 500 SISIT!
Save Cancel

Integration for Custom Field Options Lists

You can now map to a SQL data source and populate and synchronize options for list-type custom fields. The Data
Source field will appear in the Custom Field Definition dialog when a list type (Checkbox, Multiple Selection List Box,
Radio Button, or Single Selection Drop-Down) is selected.

Custom Field Definition

Basics mySupport Access
Rz 3 hd
Label: Affected Arsa
Toolip:
Required on Sawve:

Avzilable to mySupport:

o)
Required on Close: Lﬂ_nJ
(o
Enable Conditional Display: [L|

Multiple Salection List Box -

Type:
I SR Custom Field Datz - O I
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Use the Data Sources tab in the Custom Fields screen to create a data source definition; you'll enter a connection
string and SQL query and specify the synchronization interval.

Configuration = Incident Management > Incident Custom Fields Search Configuration...
Incident Problem Change Customer Company Asset Purchase
Advanced Data Sources
Mame: Custom Field Data
Connection String: Data Source=S0L_Server_Mame; Initial Catalog = Custom_Field_List; Trusted_C
S0L Query: SELECT Incident FROM CustomField

Retrieve Items

Ttens: Bldg T
Depit
Project

Active Yes

Synchronization 15 minutes -

Interval:

The Options field will be populated and not editable after synchronization.

Custom Field Definition

Basics mySupport Access
Riow: 3 A
Label: Affected Area
Tookip:
Reguired on Sawve:

Available to mySupport:

o
Required on Closs: On
On

Enable Conditional Display: o

T Multiple Selection List Box -
Dists Source: Custom Field Data -~ B
Orplions: I:l Eldg
|:| Dept
|:| Project
¢ ISUPPORT
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Paste Option for Custom List Fields
You can now paste multiple items into the Options field in the Custom Field Definition dialog; separate each with a

comma or return and click the Commit Items ¥ icon when finished.

Cu=tom Feld Definition

R 1 -
Labels Lerver O6
Toolktip:

Required on Save: |_on
Required on Closs: |_on

A vailable to mySupport: on |
Enzble Conditions| Display: |0
Single Selection Drop-Daown -

Type:
Diata Source: Maons - - §
opsers: 2
Windows
Other

The Edit ¥ icon displays after an initial entry. Select items to specify defaults and drag items to change the order.
Note that this field will not be editable if options are populated by and synchronized with a SQL data source.

Cu=tom Fedd Cefinition

R 1 -
Lztel Server 05
Tookip:

Regured on Save: | o
Regured on Closs: | o

Available to mySuppor: |08 |
Enzble Conditions] Display: | OfF
Single Selection Drop-Down -

Type
Diata Source: Naone - )
Orptions: ] Mac E?r"
Windows
& ISUPPORT
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Enhanced Custom Field List in Configuration
The Custom Fields list view in Configuration now displays columns for Default Value, Required, and Available to
mySupport, and Conditional Display.

Configuration = Global Settings > Custom Fields Q
Incident Froblem Changs Customer Company Azzat Furchase Service Contract CMDEB
Add Delete
Default Value i Available to mySupport  Condibonal Display
1 SLA Level Radio Button Mo Yas Mo
2 Sarvar 05 Drop Dwown List Windows Mo Tes Mo
3 SLA Excesded Radio Button Ma Yes ]
4 Werified Support Contract Tesct Baox Mo fas fas
Rules
Purchasing Rules

You can now use rules to automate purchasing functions such as changing purchase request field values, executing
webhooks, initiating approval cycles, and sending notifications.

Configuration = Purchasing Configuration = Rules Search Configuration. . Q
Basics Rule Groups
Mame: Initiate Approval for Total Over SO0

Configure Conditions:

Rule type i On Purchass Save %

Howrs of Orperation:  Mone - L
Match Al o of the following conditions: o
Ewent - |Is -  Purchase Initialhy Saved - Jvew
Totzl Amount v | Greater Than + | $500.00 e
Configure Actions:
Initizte Approvals |_1] Initizl approval oydle!  Maintenance Approvalks Configure &3
Change -
Esecute Webhook [ Print ][ SaveRue ][ Cancel |
Im n i
Motify
You can base rule conditions on purchasing events.
Match  all  of the following conditions:
Purchase Status -~ Iz » Open -
Total Amount v Is » | 5500.00
Event v Is w  Purchase Initizly Saved |l]
Purchase Initialhy Saved
Configure Actions: Purchase Initizly Saved by Customer
Purchase Items Marked as Recsived
Initizt= Appr{:n'.lal-s - Initial appr{j'.l.al Maint=nancs Appr{j'.lals Purchase All Items Marked as Received
Purchass Status Changs H
Purchase Correspondance Sant 1
Purchase Updated viz Email
Customer Work History Added to Purchase
Work History Added to Purchase
¥ iSUPPORT
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You can also base rule conditions on all fields on a purchase request, email updates, and more.

Configuration = Purchasing Configuration = Rules Search Configuration... Q

Basics Rule Groups
Mame: Initizte Approval for Total Ower 500

Configure Conditions:

Rule type 5 'On Purchase Save or Email Update Received - ?fl

Hours of Operation: None - 3

Match | All - of the following conditions: Ty
Purchase Status - Is ~ Open = T =X -
Total Amount B Greater Than - W RN -
Cost Center ~

Con ‘Custom Field
Customer Bill to
17 Customer Eill to Company

inte -] A } ) 'L'.I
Customer Recipient Mzintenance Approvals Configure &2

Customer Recipient Company [ Print ] [ Save Rule

Customer Reguested by
Customer Requested by Company

Ennzil - Body il
Emsail - CC

Ennzil - From

Email - Subject

Ennzil - To

Ewvent

Job Function

Modified By =

mySupport Cplicns
Purchase Status
Purchase Status Type
Rep Eil to

Rep Recipient

Rep Reguested b
Total Amount e
Within Business Hours

1

Rule actions include:
e Changing Purchase record fields

Configure Actions:

Changs »  Custom Field IL] Select To =2
| Custom Field
Customer Bill to
Customer Recipient
Customer Reguested by
Purchase Status
Purchase Templste
Rep Bil to
Rep Recipient
Rep Reguested by
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e Notifying recipients

Configure Actions:

MNotify w  Author |L] with Default Notification «  Initizl Save - Approval Initisted - Rep - ’,-" =E &
[
Bill To
Customer Submitting Updats
Email Sender
Recipient
Requested By
Selected Customer
Selected Customer Group
Selected Support Rep
Selected Support Rep Group
Vendor

print || SaveRule || Cancel |

e Sending notifications
Configure Actions:

Natify - Author - With Defauk Motficstion o All Tiems Marked 25 Received - Cust o) b 2
All Ttems Marked as Received - Cust i
All Items Marked 25 Received - Rep -
Approvaks - Approval Cancelled - Cust ‘ |

E Approvzls - Approval Cancelled - Rep
Approvals - Comments Added - Cust

After creating a rule, you'll need to include it in a rule group. Purchase rule groups can be applied to customers,
companies, and templates.

Configuration = Purchasing Configuration > Rule Groups Search Configuration...

Incident Change Problem Purchase Crpportunity Knowledge Emnil
Creste Copy Delete Rules

(R S

[ Defsul Purchase Rules Default

[[] Executive Manzgement Purchase Rules

Configuration = Purchasing Configuration = Rule Groups Search Configuration... Q
Basics Customers Companies Templates
Mane: Default Purchase Rule Group

This is the default Purchase Rule Group
Default Hours of Operation:  24/7 - e

Add Rules to This Rule Group:

0On Save Time-Based
Add Remowve

|:| Initiate Approwval for Total Owver 500 1 -
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Notification Recipient Option for Support Representative Group in Rules
You can now send a notification to a support representative group.

Configuration = Incident Management = Rules Q
Basics Rule Groups
Mame: Rep Group Notification

Configure Conditions:
Rule type is| On Incident Save or Email Update Received ¥ -?r‘J
Hours of Dperation: | None v |

Match | Al ¥ | of the following conditions: e

Priarity v |is ¥ | | Emergency ¥ & -

Configure Actions:

Natify ¥ || Szlectad Support Rep Group ¥ || Hardwara Rapair ¥ | with | ‘Custorn Motificstion ¥ || Emargency Prilarity Tickat v ’,J _‘F_')fl

Edited During Approval Notification Moved to Rules

The notification setting for the Allow Approvers to Edit During Approval Cycle option in the Basics screen for
Incident, Change, and Purchase configuration has moved to the Rules screen. To configure this notification, use the
<work item> Edited During Approvals event and the Pending <work item> Updated notification. The Previous
Approvers recipient option label has changed to “Previous Approvers for Current Approval Cycle” (no functionality
change).

Configuration = Incident Management > Rules Search Configuration,., Q -
Basics Rule Groups
Mame:

Configure Conditions:

Rule type 5 On Incdent Save or Email Update Received v

Hiours of Orparation:  None - -
Match All .  of the following conditions: R
Event -~ Is -  Incident Edited Curing Approvals - vee

Configure Actions:

Matify w | Parent Ticket Assignes |w| With Default Notification IPencin; Incident Updated - Rep o V5 &
+ Azsignes (viz page) ~
o Author

Customer

Customer & CC Others To Notify ( Print | [ saverue | [ Caneel

Customer Submitting Update
Customer's Approver

Emazil Sander

Group

Orthers To MNotify

Parent Ticket Assignes

Previous Approvers

Previous Assignes - First Rep to Motify
Previous Assignes - Second Rep to Notify | =
Previous Assignes (viz email)
Previous Assignes (via page)
Selectad Customer

Selected Customer Group
Selerted Support Rep
Selected Support Rep Group bl
Top Level Parent Ticket's Assignes

1
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No iSupport Reference Event Condition and Notification Action for Email Rules

A condition for Event Is/Is Not Email Does Not Contain iSupport Reference, a Notify action, and an Email Does Not
Contain iSupport Reference default notification are now included in email rules. This refers to iSupport's unique
reference to the record, including an existing message ID, 10-character work item number, or customer guid.

Configuration = Email = Rules Search Configuration. .. Q B
Basics Rule Groups
Mame; Mo iSupport Reference Found

Configure Conditions:

Rule type 5 On Email Recsived w2

Match All o | of the following conditions: o
Is - I Email Does Mot Contain iSupport Reference vI =N

Event

Configure Actions:
Notify w  Email Sender || with Defouh Notfication  Email Does Not Contsin iSupport Reference - Rep  » W (5 F &2

Selected Customer ( Print | [ sawvemue |[  cCancel

Selected Customer Group
Selected Support Rep
Selected Support Rep Group

Correspondence Sent Event Added to Work Item Rules
A Correspondence Sent event has been added to work item rules; this event considers the email-related conditions
(Email Update - To, From, Subject etc.).

Configuration = Incident Management > Rules Search Configuration, ., Q
Basics Rule Groups
Mame:

Configure Conditions:

Rule type &5 On Incident Save or Email Update Received o 2

Houwrs of Operation:  Mone - o

Imcident Comespondence Sent

Work Items

Default Correspondence Template Setting
For iSupport's Incident, Problem, Change, Purchasing, Service Contract, and Opportunity modules, you can now
select a template that will apply by default when a support representative initiates a correspondence via the
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applicable entry screen. Correspondence templates that are active and enabled for the applicable module will be
available for this feature.

Configuration = Incident Management > Basics Search Configuration... Q
Basics Incident Fields Routing Agents
Loock Up Customers Before Creating an Incident:

Displzy Promipt to View Open Incidents Upon Customer Selection:

J 40

Display Asset Selection for New Incident Same Customer Action:

Default Incident Assignes: @ author ©) Other

If Cther, Select Assignes: =

Default Incident Status: Open =
Enable Impact Urgency Mapping: Ko |
Default Pricrity: Medium -

Winner if Both Customer and Category Rule Groups are Being Used: i@ customer ) Category

Default Correspondence Template: Contact Information Update Request - g I

Email Attachments Now Processed as Mail Attachment.eml Files
When an email that has other emails messages attached is processed in iSupport, the email attachments will now
be saved as Mail Attachment.eml files rather than unknown.rfc822.

Customer/Work History Entries Can Now Be Added Separately
A new Add History ribbon bar icon has been added to the Incident and Change entry screens for adding customer
history directly.

Incident IR BEE -

H H AN

Save Sawve And Close Frint Delete Font Size Counters  Add History Add Asset Categoq
File Display g work
|_g Customer

Customer Q Status .
Garrity, Alison Lg Both

agi@rgwi.com FPrigrity nEdom El

Fa

lssue History Azzets

Descripticn
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Improved History Formatting
History entries for rules are now listed one per line.

lssue History

History
Total Time Worked: 0 Minute

% "o % % o %o [l " <

System Rule Assignee Motification Met.
1 minute age Rule Met - Rep notification sent to previous assignee via email.

System Rule Initially Saved Met.
4 minutes 3go Initial Save {by Support Representative) - Cust notification sent to customer

- Met Rep Route Rule
- Was routed via Round Robin By Group to Hardware Repair

Barry White - Met Initially Saved Rule

Hover text with the full date and time now displays for recent history entries (“xx minutes/hours ago”).

lssue History

History
Total Time Worked: 5 Minutes

B EE o =< %%

i Barry White - Changed Assignee From: Barry White To: Stuart Copeland
7 minutes age - Changed Group From: Administraters To: Hardware Repair

-

Barry White - Met Rep Route Rule
7 minutes age - Was routed via Round Robin By Group to Hardware Repair

A Barry White Set web access for customer so he should be ready to go!
minuf 3/2/2015 12:46:48 PM |

Work Item Timeline Enhanced
The work item timeline now uses HTML5 and not Silverlight.

Automatic Selection for One Result in Customer Search
If one record results from a type ahead customer search, that record will be automatically selected and added to

the work item.

Asset Search Enhanced in Incident and Change Records
Asset search in the Incident and Change screens now functions similar to customer search; simply click the Select
Asset @ icon and enter a search string. The asset type, name, owner, tag number, location, serial number, model,
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manufacturer, purchase date, and comments will be searched. If one record results from a type ahead search, that
record will be automatically selected and added to the work item.

= T B o o E =

— [ B—
= 5

Save Save And Close  Frint Dels Font Size Counters dd History Add Asset Categorize Schedule Ro

File Display

Customer @ Status Cipan

Johnson, Steve

cjiExgwi. com Prigrity Medium

Issue History Assets

Assets

Add Q

| Serial Mumber Count Uised Unit Label

4 Accounting Printer
Printer

Development Printer
Printer

Support Printer
Printer

Multiple Layouts for Change and Problem

You can now create multiple Change and Problem entry screen layouts; you could create layouts based on different
types of users or different types of work. Change layouts can be associated with support rep groups, customer

groups, categories, change templates, and hierarchy templates. Problem layouts can be associated with support
representative groups and categories.

Configuration = Change Management = Layouts Seanch Configuration. .. Q
Layout Colors Custom Menu Actions

MName: Adiministrator Layout
Tutorizl:  Mone -
[ This is the default lryout

Customer Details

Drisplay &watan Yes

Display Microsofe® Lyno® Status | Mo

(Bata]:

Add' a fald *

Details
= Basics
Number " Status % @ Priority
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View Frame in Work Item Screens
iSupport work item screens now include a view frame for selecting views and displaying results from View menu
selections. The frame will be minimized by default; click the up arrow = icon to expand and collapse the frame.

I I I ! T ?i pAdd History - [fSchedule  [JTemplates- 35
EE o GpAdd Asset  FERoute - Hizrarchy
Save Save And Close Frint Delete Fent Size Counters .
. - FaCategorize (2 Customer -
File Display Actions
Customer @ Number FEUS422931 AssigneeStuart Copeland L)
Johnson, Steve
sj{@example. local Pricrity Low IZI Created 8/2%/2015 7:31:18 AM
Status | Open IZI Modified
Closed
Ticket Counts Category Metwork .
Performance 1)
(45 0pen X0 Suspended
0 Closed 0 Reopened
lssue History Assets
Desoription
Slow performance on workstation.
(e

View menu selections and ticket count options will display in the view frame.

e o

Incident  New [ERUT0Y o R - il
’—ﬂ ’_n ’_n E = ] = = Q i #YRouting/Time Statistics |
A LN e -EJ =2 . Call Soript £
All Open Closed Customer Company — Comespondence Mnowledge Assets Search
Incident Customer Info Cther
Customer @ Mumber FEUS422931 Assignee Stuart Copeland i)
Johnson, Steve
sji@example. local Priority Low IEI Created 6/2902015 7:31:18 AM
Status | Open IEI Modified
Closed
Ticket Counts Category :i""“k . —

Date =

222015 8:53:086 AM

Priority Assignee

Stuart Copeland

Issue Description

Slow performance on workstation.

Br2ov2015 1:02:20 PM

Stuart Copeland

Slow pe
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Click the Clear * icon to clear the current view and display the view selector.

=

Mew View

Incident

m

—-—

’:ﬂ ’:.- ’:. =" % (“ #HRouting/Time Statistics
A LA LA e "é: [ iCall Soipt
All Open Closed  Customer Company — Comespondence Hnowledge Assets Search
Incident Customer Info Cther
Customer Q Mumber FEUS422931 Assignee Stuart Copeland i/
Johnson, Steve
sj@example.local Priority Low IEI Created @/2%2015 7:31:18 AM

|d Fawvorite Views

¢ [ Shared Views

o My Views

Your selected view and settings will be stored in a cookie, so your selection will be retained until you change it again.

View W B =

Mew

Incident

e
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’:- |_—- ’—_ﬂ @ = == R> Gé Routing/Time Statistics E
_-.-I'_IE _l'_?:'l —l'_'!:'l t—% L [Call Seript
All Open Closed Customer Company — Comespondence Knowledge Assets Search
Incident Customer Info Other
Customer Q Mumber FELIS422531 AssigneeStuart Copeland i)
Johnson, Steve
sj@example.local Prictity | Low EI Crested 6/28/2015 7:31:18 AM il
- ]
Incident Counts by Group and Rep ~ Filar: Maone - (] T
Export Actions W
| Administrators (2] D Group Mame Assignee Mame Open Suspend Closed Today
O e e L 2) ] suppor Copeland, Stuart 1 o o
| Quality Control (3} I:l
& Su rt Smith, Ma 1 0 4]
=] support (2) FRe Y




Enhanced Approval Graphic on Rep and mySupport Work Item Displays

You can now hover over the approval graphic elements to display details. The current approver now displays for
serial cycles with no click.

Barry Whit=

5/27/2015 %
—_—

Initialized  Connor Flynn

Apprmﬁlsk

Mame: Maintenance Approvals
Description: Maintenance Approvals

_—

Created from the Maintenance Approvals approval cycle for use with custorn approvers by Barry White
Type of Approwval: Serial

Barry White Cystam .
5/27/2015 w 5/27/2015 “"L_
\.__, -
— —_—
Maintenance

5/27/2015 2:25:39 PM

- Maintenance Approvals approval process final decline.

Initialized Approvals | Final Decline FlnalT >

Impact and Urgency Fields Added to Save Dialog

Impact and Urgency fields (if enabled) are now included in the Save dialog for incidents, problems, and changes.

Incident Sawve

Impact: Department

|L| Status: Crpen El
Lrgency: Critica E|
Pricrity: High |L|

Work History Comment:
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Views and Desktop Components

View Subscription Enhancements
The Subscription Settings dialog now includes a Send From field for enabling support representatives to select the

address from which a view subscription is sent: their own email address or the configured Email Notification Reply
To email address.

All Changes by Date Created ~ [ QY

Export
@ [ 1/5/2014 (3)
@ [ 1/3/2004 (4}
Subscription Settings
Details Schedule Recipients

Format |Ewcel ¥

Send From | Me (BW@gwi.com) v

Mame

Message

Administrators can use the Configuration | Email | View Subscriptions screen to create, modify, and delete a view
subscription.

Configuration = Email = View Subscriptions Search Configuration,.. av Favorites | Recenthy Viewsd  Top Viewed 3

Create  Delete

Author Subject

D Weekhy Incidents by Assignes Report for CECQ | All Incidents by Assignes, Status, and Priority | Bammy White | Weekhy Incidents bns Assignes Report | Excel

|:| Weekhy Pricrity Open Incidents Feport This Week's Pricrity Open Incidents Barmy White | This Week's Priceity Open Incidents | PDF

Search and Template Selection Added to Relate Action
The Relate feature on the view Action menu now enables you to apply a template and copy custom field values to
the lower level incidents in the dynamic hierarchy created by this function. After selecting the incidents in an
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incident view and selecting Relate in the view Action menu, the Select Upper Level Incident dialog will appear for

you to select the incident that will be a level above your previously selected incidents.

Select the incident that will be a level above your previcusly selected incidents. \2)

IEI Contains IEI -

Mumber

Mumber | Diate Orpened -

| Customer

Company Assignes Category
F4EE3EZE34 | 4/14/2015 10:24:18 AM | Steve Johnson LELScft Mary Smith Unlisted (Cther Open Medium
FI4CEAZEST | 3/4/2015 11:45:17 AM | Al Brown LELScft Stuart Copeland | Access Request Open High

The Lower Level Incident Options dialog will appear for you to enable custom values to be copied from the selected

upper level incident and apply a template to selected lower level incidents if applicable.

Lower Level Incident Options

-~
Copy customn field values from upper level
incident: Yes
Apply template to selected lower level incidents: Yes E
Web Site Access Reguest [Aute-Fill) IEI
Continue Cancel

The selected upper level incident will appear after selecting Continue; notes will be included in the history regarding

the related incidents.

Incident Mew  View =

H HE & ¥

T o JAdd Histery - [ 0venide Data [“gTemplates - =

Barry Whlte

- Added Relationship To: F54E463A89 - Cannct Connect to Admin Server...

- Added Relationship To: FS4E51128A - Chedk Direct Connection to Server...

Barry White

— fpAdd Asset FHRoute - i Hierarchy -
Save Save And Close Print Delete Font Size Counters i
- - f=Categorize 2 Customer-  S3Ad Hoo Approval
File Display Actions
(:ustnmerﬂ Status Open |Z| Assignee Stuart Copeland _ii,.l Rule Incident - Default Rule Group
Johnsen, Steve [g Group G
sj{@gwi.com Priori i Category Web Site
i ity High o Request Urgency | Critical
Date 5H
|ssue First
Moticed
Impact Company
|zsue History Aszets
Total Time Worked: 0 Minute
ﬁﬁm'h%%‘o'a%'@%“' el o+
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Saved Searches Now Available for Multiple Views

You can now access saved searches for different views with the same data source.

+

Rep Mgmt

Q

All Incidents by Date Created

Export — | Actionz -
|4 42312015 (1) ‘E [ status Priority
4202015 (1) |:| CrpeEn Mediurm

5] 4/14/2015 (1)
[ 3472015 (1)
[ 015 ()

Default

Incident Counts Dizcu==ions=

v %

il
Barny's Incidents
Saved Searches
LBL 5oft's Incidents
Assignee Customer DessCri
Smith, Mary Johnson, Stewve Iszued

[ 322015 (1) o

View Folder Frame Resizing Retained

You can now change the subfolder and basic display parameters such as column positioning and width for
iSupport's default rep views. In the View Designer if you resize a column in the Preview frame, the resized column

will be saved.

Content Manager

my5support Content

Charts

= Zr Shared Views
+-[_3 Archive

ey Assets

Al Assets by Type

W pzcets for Custom Reporting
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Captured Count Field Added to Knowledge Data Source

A Captured Count field has been added to the Knowledge Entries data source for tracking the number of times a
knowledge entry has been captured from a work item.

View Designer  Default  Incident Counts Discussions  Rep Mgmt

Basics - Show All Settings

Support Rep View Mame:

Data Source: Knowledge Entries B Diesign Custom View

= Knowledge Entry fields
- All Time-Based Rule Instances Filters
-~ Approval Status Folders Columns
'_ Author
|[aptured Euuntl
'_ Category Custom Fields

" Category Expanded
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Routing Statistics Summary Field Revised
The Time Per Assignee field under Routing Statistics in the Incident, Problem, and Change data sources has been
revised to include Days, Hours, and Minutes numeric values for use in report views of work item ownership.

View Designer  Default  Incident Counts
Basics =
¥ Date Closed
Suppol
¥ Date Created
Subfolg
¢ Date Generated F
. i
View Ty &
¥ Date Modified F %
Data 5¢ Emergency Escalation Count -
Parmi: .
Escalation Count 5
Enalsle
b Group
Arce= ¥ Hierarchy Progress
b Histo
”
¥ Last Escalation Date
De +  Modified By
b MNon-Cumulative Time-Based Rule Instances
Faslder
Add | ¥ Others To Motify
[l *  Previous Assignee Column Display Order - Sort Order
Mo re ¥ Priority Timeline Events .
Cakeuls Route Count
Add | 4 Routing Statistics
|:| Days Conditions Column Display Order -
Mo re Hours
Bagreg Minutes
Add Summary
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Configuration Item Viewer Updated
The Configuration Item Viewer has been updated with a new interface, type filtering, depth level selection, and

zoom. You can reposition items by dragging the icons.

Cl Relationship Viewer

Configuration Ttem: Barry White Workstation

Legend

- Accessed By Q
- Connects To

......... - Used E'_'."

Control Panel

Depth:

3

@

Types:

Person
Software
Workstation

Actlons:

|| ...... |

Warning When Adding Dashboard With Different Window Size

A warning will appear if an existing dashboard displayed by a user was configured in a window with a 10% or
greater width and/or height difference. The warning will only show once; resizing/dragging a widget or resizing the
dashboard window will update the configured dimensions for the dashboard and clear the flag for the users that

were informed of the dimension difference.
. [ | = r= =N X

( iSupport® - Mgmt X
€« X [[Qcs Q

This dashhoard was configured for a taller and wider window:
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Discussion Feeds

Send Email After New Post Option for Discussion Feeds
For both Desktop and mySupport portal discussion feeds, a Send Email After New Post option has been added to
the Subscribe dropdown menu to enable an email to be sent every time a new post is added to the feed.

Mews Feed

Hardware Support

Type here to search discussion posts

Subscribe to Daily Digest
Subscribe to Weekly Digest
Send Email After Mew Post

Barry White = Created Owctober 28 at 7:54 AM = Updated October 28 at 9:04 AM = S
It will sawe time i you have all the latest updates on your system before requesting s

Dol

The Discussion Post Added notification will be sent; use the Discussion Post tab in the Custom Notifications screen
to customize this notification.

Configuration = Administration Tools = Discussion Post Custom MNotifications Search Configuration... Qv
Incident Problem Change Aszet Purchase Service Contract CMDB Alerts Knowledge
Discussion Post Security

Custom Default

g ioced Copy
Updated I L

Get Share Link for Desktop and mySupport Discussion Feeds

For both Desktop and mySupport portal discussion feeds, if the Allow Rep Share option is configured for a news
feed, a Get Share Link option now displays in the discussion post menu for copying a link to the post to the
clipboard.

Mews Feed

Hardware Support

Type here to search discussion posts

Barry White = Created October 28 at 7:54 AM s Updated October 28 at 7:54 AM s Source: Hardware Support oy = [
1t will save time i wou have all the lstest updates on your system before requesting = Delete
Reply Remove
Follow This Past =
Barry White = Created October 25 at 7:51 AM » Updated October 25 at 7:51 AM = Share This Post

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

Get Share Link
————
Merge This Post .
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The Discussion Post Share Link dialog is shown below.

Mews Feed

Hardware Support -

| Type here to search discussion posts

Auto Refresh On ® Updated »

-~
Barry White = Created October 28 at 7:54 AM = Updated October 28 at 9:04 AM » Source: Hardware Support 1’0 'l\'o = [
It will save time if you have all the latest updates on your system before requesting support.
=
oy on Post Share Link =
Steve Johnson = October 28 at 9:04 AM x
When will the nect patch be available?
http://csdoc.awi.com/rep/Desktop/So
Barry White » Created October 28 at 7:51 AM » U, sport . L =
e } } o Citrl-C to copy to dipboard Close == o l'n L
Hey everyons, the printer in Accounting is down -
mySupport

Image Pasting on mySupport Portals
Customers can now paste images into fields on mySupport work item screens.

Customizable Forgotten Password Notification
You can now customize the Forgotten Password notification for support representatives and customers via the
Custom Notifications screen.

Configuration = Customer Management = Customer Custom Motifications Search Configuration,..
Incident Problem Change A=set Purchase Service Contract CMDE Alerts
Knowledge Customer Opportunity Discussion Post Security
Custom Drefault
— Rep Email Lockout Notification Copry
: Rep Timed Leckout Notification
Rep Admin Lackout Notification |:| Forgotten Password Motificstion - | [iSupport] Forgotten Password Resst
Customer Requested

Rep Forgotten Password Motification
mySupport Email Loeckout Notification

mySupport Timed Lockout Notification

mySupport Admin Lockout Notification

mySupport Forgotten Password Notification
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A Forgotten Password Notification field has been added to the Login section on the Basics tab in the mySupport
Options screen to enable you to select the notification.

Dashboard / Edit Options

Basics Customer Incident Problem Change Purchase Service Contract Knowledge Base Chat

Settings
Include Register Link on es
Logi

Integrations Include Forgot Password es Mo
Link on Login
Global Search
Forgot Password Page Forgot Password/Login

Title

Incident Template for Forgotten Password E| '
Forgotten Login

Forgotten Password iSupport Default E| '
Hotification

Forgotten Password 2 = hours | °

Email Expiration

Y iISUPPORT
Page 46



Select the Forgotten Password notification for support representatives via the Password tab in the Support
Representative Management | Security screen.

Configuration = Support Representative Management = Security Search Configuration. ..

Login Screen Failed Login Locks

Password
Enzble Forgotten Password: i\l‘:
=l Motification
Fep!  iSupport Defauk o i

Failed Login Log Locked Raps

Configuration = Support Representative Management = Security Custom Motifications

Mame: Fongottan Password Motification - Rep

Delivery Priority: (7) gy @ normal ) High

Subject: [iSupport] Forgotten Password Reset Requested
Body Attachments
Motification Messaoe: Inchede Field
Ve BJ7 UL@E-BHQ-o- ol = 3

A forgotten password resst was requested for your iSupport profile.

Click the following link to reset your password.

<URL for Forgotten Rep Password:=

Alternatively, you can enter the following resst cods in the Forgotten Password disleg.
Your password reset code is: <Forgotien Rep Password Reset Codas

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

The following dialog will appear when a support representative clicks the Forgot Password link in the Login dialog;
the Forgotten Password notification will be sent after the user enters a username or email address and clicks the
Request Reset Code button.

Username or Email | lUsername or Em
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The following dialog will appear; the support representative can either click the link in the notification or copy the
code in the notification into the Reset Code field.

@ iISUPPORT

Check your email - we sant you an email with a ste-digit resst code, Enter it balow to
continue to resst your password.

Username or Email | MS&gwi.com

Reset Code Reset Code

Mews Password = Pass

Confirm Password Confirm Pass

Reset Password Cancel

If the support representative clicks the link in the notification, the login dialog will appear with the code in the Reset
Code field.

¥V iSUPPORT

Username or Email | ms

Reset Code +pEdIS

Mew Password =i Pass

Confirm Password Confirm Pass

Reset Passweord Cancel
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Enhanced Service Catalog Display
Service catalog display on the mySupport portal now has a better layout and a search bar.

Search Service Catalogs

|
s Customer Services
r)‘ . . - . . . .
] Click here to submit a request for workstation and device assistance and troubleshooting.

| Supplies and Forms
1 Office Supplies
i Click here to request pens, notebooks, and other office items.

E Insurance Forms

Click here to request 407K and other payroll forms.

Staff Services

Click here to request training, consulting, and HR assistance.

Pin Navigator by Default Setting
A Pin Navigator by Default setting has been added to the mySupport Portal Options screen to display the left side
navigator opened and pinned when a customer first accesses the portal.

Mame ExampleCo Portal O Dpﬁnns Staff Options IZI & Theme ExampleCo IZI & HNav Staff Mavigator IZI o3

Q@ iSUPPORT

Designer

Navigator Dashboard | Edit Options

MNavigator Sections Basics Customer Incident Problem Change Purchase Service Contract Knowledge §

Menu ==

i == Name Staff Upticlns

Incidents =& Login

Decussione =a Description Options for employees other than managers
Integrations

Account =

Global Search

I Pin Navigator by Default Ve No I
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Category Selection on Work Item Submission

An Enable Category Selection and Require Lowest Level field has been added to the Advanced tab on the Incident
and Change Template and Hierarchy Template screens; if set to Yes, the category picker will be available when the
template is used on a mySupport portal. This field defaults to No.

IEunﬁguratl'nn = Incident Management = Hierarchy Templates Saarch Configuration. ..
Basics || Advanced || CustomFekds || Format || Attechments
Default Assignee: [ (& Stuart Copeland - Hardware Repsr Clear Assignes
Fiowting Method: Lozd Balznced o
Route Type: By Mame -
Diefault Status: Open e e g

Defzult Mapping: o' iy
Impact: Company

Urgency: Critical

Priceity: Emengency
Append DesoiptionResolution to Existing Text: I ,_Nﬂ. ]
Mzke Awazilzble to mySupport: l Yes I

|I Enzble Category Selection and Reguire Lowest Lavel: ll Yes ! I

If the Enable Category Selection and Require Lowest Level field is set to Yes, the user will be prompted to select the
lowest level category if they have not already done so.

LB

¥ iISUPPORT

A Error: & lowest level category is required.
Mumber: FaPB232489 Company.  LBLSoft Catepory Hardware
- PC
Cpened: 22412015 Customer,  Steve Johnson € Relsted Knowledge 0
Items: Entries:
lzsue Assets
Desoiption:
B|I|U
Slow performance on workstation.
¥ iSUPPORT
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A Prompt field has been added to the Category Configure Field dialog in the mySupport Layouts screen; enable it to
initially display the Category Select dialog when the Incident or Change Submit screen appears on a mySupport
portal.

Configuration = Incident Management = mySupport Layouts Seaan

Mame: Submit Incident

Type: Submit
Tutorizl:  Mone - '
Details
- e - |
® @& Category
Separat
[Separatar] Owamide Label:|  Ho
Status * @ Number —
Lzbel Width:  25% .
Pricerity &= i
i ® & Created Dat Prompr: Yes
Impact b
Urgency
Tabs

Location for Routing

Save Button Add a Tab

List ltems

O

OK Cancel

I+

Custom Fields Issus Assets

The Category Select dialog will appear as shown in the example below.

Category Select

|\ Feature Request/Suggestion
General Information
¢ Hardware
b L Network

Services

Required Company, Location, and Phone Fields for Work Item Submission By Unauthenticated Customers

You can now require the Company, Location, and Phone fields to be completed by unauthenticated customers who
attempt to submit an incident or change on a mySupport portal. On the Incident/Submit and Change/Submit tabs in
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the Edit Options portal configuration screen, the Require field will appear if you enable the Show Company Field,
Show Location Field, or Show Phone Field settings.

Dashboard ' Portal Settings | Edit Options

Basics Customer Incident Problem Change Purchaze Service Contract Knowledge Baze
Dizpla
pay Layout Submit Incident E| 'O
Default Status Open E| '
RSS
Feed Default Mapping Impact. Company, Urgency: Critical, Priority: Emergency » ¥
ftem
Default Customer Barry White - Administrators v !
Request Owner
Route Method None E|
Text to Display Upon Submitted

Incident Submission

Unauthenticated Customer Dialog / Easy Submit Fields

Show Company Field es Mo
Require es Mo
Company Entry Type | Manual entry - |

Show Location Field Type ahead allowing custom entry
Type ahead not allowing custom entry

Require Yes m
Show Phone Field Yes Mo
Require Yes Mo
—
¥ iSUPPORT
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The Company Entry Type field will also appear if the Show Company Field setting is enabled; you can display only an
entry field, enable type ahead with a dropdown providing a list of companies in iSupport and allowed entry of a new
company name, or enable type ahead with required selection of an existing company.

Customer Information Reguired

Firzt Name Steve
Last Name Johnson
Email sji@example.local
Company II::-| *
LBL Services
Location
LBLSoft
LBLSoft, Inc.
Phone [

Custom Data Sources Utilized for mySupport Views
You can now use custom data sources when using the View Designer to build mySupport views.

Performance Enhancements

e The Directory Integration feature has been greatly enhanced. Directory Integration now enables group
exclusions and individual attribute mapping and synchronization. Also, after the initial synchronization, the
revised synchronization logic better identifies only the new, modified, and deleted data which results in faster
synchronization and update events. The demand on the remote data source connection and processing load is
reduced.

e We learned that in some cases the archiving process might still be running as the morning sign-on and initial
peak demand occurs, so we added a configurable maximum archive run duration. If the archiving process is not
finished from the defined process start time, archive routing will pick up where it left off when the start of the
next scheduled start time cycle is reached.

e Global searching was refined; configuration settings were added to exclude undesired search areas.

e iSupportincludes many settings for flexibility in configuration; these settings have been refactored to reduce
the amount of data that is reloaded after saving configuration changes.

e Some views have been revised to explicitly exclude locking when executed for basic informational display.

e Additional regular code expressions have been precompiled to reduce memory utilization, freeing up the
valuable memory allocations for other uses such as reduced data paging.

e Transactional events were refactored to avoid potential demand conflicts between the data resources.

e A number of stored procedures were refactored to be more efficient.

Tours

Tours with a short series of tips have been added for support representatives who initially access the Desktop, View
component, View Designer, and Incident screens. Tours can be redisplayed via the View Tour link in each applicable
screen.
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Fixes in iSupport v14.5

Desktop

Company tab counts in the Global Search component now display correctly when initially displayed.

If a customer profile is merged, discussion posts are now associated with the record chosen to be the master
during the merge.

Customer profiles that are pending deletion can now be included in customer merge, and if one is selected it is
no longer set as pending delete.

Components now refresh correctly when a maximized component is minimized on a dashboard with multiple
components.

Dashboard components no longer move when there is no header bar and the window contains a horizontal
scrollbar.

Locked support representative profiles are no longer able to access iSupport when Windows Integrated
Authentication is enabled.

Desktop quick access icons for change and change hierarchy templates now function correctly.

An error no longer occurs when creating new logins in the iSupport Access Utility.

The In/Out link on the Desktop menu now functions correctly.

Views

Conditional formatting is now applied correctly to fields meeting multiple conditions in views.

An error no longer occurs when performing a simple search of the All Knowledge Entries by Category view.

An error no longer occurs when building a chart from an aggregate view with total price by created date month
and year fields.

Long product labels now display properly in the Desktop View component.

The Add and Remove From Company action on rep Ul customer views now functions correctly if the selected
company has a large number of existing customers.

“None” now appears in the tree view of products when there are products defined but not linked to a product
group.

Multiple conditional column formatting options can now be added correctly in the View Designer.

The Last (n) Days option on the Date Created view field is now working correctly.

The View Subscription feature no longer fails when there are no records to export.

Configured fields are no longer lost when going from the Filter tab to the Fields tab in a view opened using the
Content Manager Copy function with Internet Explorer.

An error no longer occurs when using a Change, Purchase, or Problem view based on history fields with history
date and history entry rep name folder/columns and only history - time worked as the aggregate.

A timeout error no longer occurs in the View Designer when history fields are or have been added to a view
being edited in a high volume database.

The Total Time Worked field now sorts properly in a view when it is not in the first sort position.

An error no longer occurs when using multiple custom fields within a filter in the View Designer.

An error no longer occurs when you delete a view with a subscription.

The Design Custom View link in the View Designer now enables you to build a MySupport view based on a
custom data source.

mySupport

The mySupport Knowledge Entry discussion feed now displays correctly when accessed from a knowledge
entry.

mySupport themes upgraded from JQuery themes no longer lose their font settings when the basic theme edit
option is used from mySupport portal configuration.
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An error no longer occurs when an incident is submitted via mySupport and an incident rule is applied that uses
the condition of Event is Initially Saved By Customer and action to use an incident template sets author as the
default assignee.

Redirects are now prevented in the mySupport Embed dashboard component.

On mySupport, if counts for history entry types are not enabled to display in the main feed, the count of all
history entries now displays correctly.

The cursor focus is now set in the input field when a customer clicks the Update button from a work item
display that has the Update action button enabled.

Errors no longer occur due to missing mySupport images.

Hard returns entered into the HTML field on a rich text area mySupport dashboard component now save
correctly.

10348 The Logout button no longer appears when Windows Authentication is used with mySupport.

A warning dialog will now appear when attempting to delete a mySupport portal URL; the dialog will list all the
constraints preventing the deletion.

An error no longer occurs when a mySupport newsfeed is configured with the same field included more than
once.

A link to a mySupport portal item that is accessed via a Rep client screen now persists after authentication.

Mobile/Rich Text Ul

An error no longer occurs when using the mass mail function on a tablet.

You can now delete incidents using the rep/mobile rich work item tablet UI.

The iSupport mobile site now functions correctly with the Blackberry Z10 HTML5 mobile browser.

You can now send correspondence from rep/mobile rich work item interface.

Incidents

If the Bomgar Sessions field is on a layout, deleting an incident with associated Bomgar sessions no longer
causes a Database Maintenance agent error when iSupport attempts to purge Bomgar sessions.

An error is no longer recorded in the event log when an incident with no associated Bomgar sessions is opened
from a view.

If the default assignee selection dialog from template configuration has more than one page, page loading now
works correctly on the second and following pages.

The incident dialog that appears when an upper level incident with open lower level incidents is being closed no
longer allows the Resolution field to be blank.

The close dialog presented when closing a top level incident that has manually related open lower level
incidents now allows closure of the top level incident.

If an incident hierarchy is configured with automatic closure of a lower level incident, additional hierarchy-
related actions now function correctly.

Rule-driven closure of changes that exist within a related hierarchy now check for hierarchy actions on close.
An error no longer occurs when the Courtesy Ticket check box is selected in the Service Contract selection dialog
in the Incident screen.

An error no longer occurs when viewing archived incidents that have a custom status label containing an
apostrophe.

An error no longer occurs when a single occurrence schedule using a custom incident status is added to a new
incident.

A time based rules issue has been fixed for incidents created at a time when the rule interval was less than the
time difference between submission time and the end of the business day.

The Capture Solution feature now functions correctly when used from a knowledge entry accessed via the View
Knowledge for Category link from a work item.

You can now use an email address with an apostrophe in the Additional Email Addresses field.

Configuration

Errors in event log and Ul issues no longer occur when using the Data Override feature with Chrome or Firefox.
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The Auto-Close button is no longer dependent on the Make Available to Reps setting in the Incident Template
configuration screen.

An error no longer occurs when deleting a support representative profile due to a constraint related to incident
rule group history ownership.

An error no longer appears if you delete a rep work item layout and then attempt to open work items that used
that layout.

Links in the Related Hierarchy field now function correctly.

Work Items

The company value is no longer cleared if a customer rule used the Change Company action and the Make
Primary button is enabled.

The Configuration Item Save dialog now displays correctly.

The text editor toolbar dialog now displays correctly after customer comments display in a work item screen.
Problem records can now be reopened.

The New Problem option no longer appears after relating a problem to an incident.

Associated incidents are no longer lost while a Problem record is being edited.

The View | Associated Changes option now appears if Problem Management is not enabled in Global
Configuration.

Service Catalog
If you edit a service catalog root request node that was saved as a placeholder and disable the placeholder, the list

of available templates now appears correctly.

Asset Functionality

An error no longer occurs when you enter a number with more than three digits in the Duration field in the
Inventory Scan Definition screen.

Asset integration now functions correctly if the data source hits a record with no value in the field that has been
mapped to the iSupport Asset's Name field.

Asset fields on archive tables now hold the same number of characters as the corresponding cSupport fields.
Values are no longer duplicated when using the Test Connection link on the main tab in the Other RDB - Asset
Integration screen in configuration.

Customer Functionality

An error no longer occurs when saving an Opportunity record when running the AU culture on the server.
Import now functions correctly if the ObjectsID value is used as the sync key when synchronizing customers via
LDAP integration.

A fifth Change | Can View Work Items action can now be added when configuring customer rules.

The Change Custom Field action in customer rules now functions correctly when a new customer is added from
the incident's New Customer dialog.

An error no longer appears in the Event Log and the customer is now linked when creating a new customer with
no company via the New Customer icon that appears when a customer lookup is performed in an incident or
change.

Correspondence/Notifications

The Forward Manage Email action within an email rule is now clearing out the include fields on a forwarded
message.

Extra lines are now handled correctly in notifications.

Correspondence now functions correctly and an error no longer occurs on the console if enough windows are
open to cause the Awareness and Chat Not Available message when opening the correspondence link, you
apply the template, and send.
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e Correspondence include fields for due date and scheduled implementation date from a Change record have
been updated.

e The Append Additional Email Addresses to Others to Notify function for Email Accounts | Email Processing is
now adding all email addresses correctly.

e The Work History Added include tag in default incident notifications now functions correctly.

e When a timeout or deadlock occurs during email processing, the message being processed is now handled as
follows: For IMAP, if the email fails to process twice for timeout or deadlock it will be left in the inbox and
processed on the next execution of the agent. For POP3, if the email fails to process twice for timeout or
deadlock, it will be left in the inbox but will be ignored on the next execution of the agent.

e Inconsistent and missing include tags have been corrected.

Customer:

<Person Submitting Update> => <Current Update from Email Author>

<Customer Latest Update from Email> => <Current Update from Email>

Incident:

<Person Submitting Update> => <Current Update from Email or mySupport Author>

<Latest Update from Email Or mySupport> => <Current Update from Email or mySupport>

Change:

<Change Email Update Sender> => <Current Update from Email or mySupport Author>

<Latest Update from Email Or mySupport> => <Current Update from Email or mySupport>

Problem:

<Problem Email Update Sender> => <Current Update from Email Author>

<Problem Email Update Message> => <Current Update from Email>

Purchase:

<Purchase Email Update Sender> => <Current Update from Email Author>

<Purchase Email Update Message> => <Current Update from Email>
Opportunity:

<Opportunity Email Update Sender> => <Current Update from Email Author>

<Opportunity Email Update Message> => <Current Update from Email>

Controls
e A Convert Varchar to Data Type Int client state error no longer occurs when using the assignee route tree
control.

e Settings now load correctly when using a color picket control that uses a vertical scroll (for example, editing
mySupport Theme Basics) on Firefox.

e Pressing Enter in fields with a text editor expanded to a height larger than the vertical display area no longer
causes the focus to go to the top of the field.

e You can now add records from other pages of associated work items when editing a work item.

Chat/Bomgar

e Atemplate that isn't available to mySupport can no longer be created via the Incident Template for Accepted
Chats field on the Chat tab in the Group configuration screen.

e Anerror no longer occurs when a Bomgar session is initialized.

e You can now save a new appointment for a rep within a chat group if no text has been entered in the Subject
field.

e mySupport chat now functions independent of the Rep Awareness Chat feature.

e The chat status no longer changes from TimeOut to Customer Cancelled if a mySupport chat is started, it times
out with a rep accepting it, it is closed, and a second one is started and cancelled out.
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SQL

e An error no longer occurs when trying to execute a custom SQL query with special characters via the Asset,
CMDB, and Customer Directory Integration features.

e The ad-hoc report builder application now opens correctly when running on SQL 2014.

Copyright ©2015. 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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