“* Configuring iSupport Mobile Layouts and Settings

You can access iSupport via a tablet, smart phone (iPhone or Android), or WAP (Wireless Application Protocol) phone
for in-the-field updates to iSupport data, inside or outside the firewall, with interfaces optimized for your device.

* You can use a smart phone, WAP phone, or tablet to access iSupport outside the firewall via the iSupport Mobile
Desktop URL (http://<server>/Mobile/ by default).

If using a smart phone (iOS, Android, or Blackberry) or tablet, you can use an HTMLS5 interface that
includes mobile-enabled Incident views, incident creation and update functionality, and a Check In feature for
tracking via the Rep Map & component. Note that Windows phones are not yet supported.

+ If using a WAP-enabled phone, you can create, edit, and view Incident, Change, Customer Profile, and
Company records using a simple web interface.

* You can use a smart phone or tablet to access iSupport inside the firewall using an HTMLS5 interface via the
iSupport application URL (http://<server>/Rep/ by default).

If using a tablet, you have the option of using rich tablet-optimized screens for creating and updating work items.

To configure mobile settings for support representatives, follow the steps in the next section to configure access and
then see “Configuring the Layout for the Rep HTMLS5 Interface” on page 2 to configure the layout if using a smart
phone or tablet. See “Accessing the mySupport Portal on a Mobile Device” on page 7 for information on configuring
the mySupport portal on a mobile device and mobile detection settings.

Note that layouts configured via the Layout screen in each module will not apply to smart phones; only layouts
configured via the Mobile Layouts and Settings screen will apply to the HTMLS5 interface.

Note that location services must be enabled on the device and on the browser for the Rep Map Check In feature.

Configuring Mobile Access for Support Representatives

To configure access to iSupport via a mobile device:
1 If accessing iSupport outside the firewall, do the following; if accessing iSupport inside the firewall, go to step 2.

a Ensure that the Mobile Desktop is installed via the iSupport setup.exe file. The default installation is location
is: [Program Files\iSupport\MobileRepClient. The utility creates an IIS virtual directory pointing to [Program
FilesN\iSupport\MobileRepClient with the name specified by the administrator.

b Enter the Mobile Desktop URL in the Core Settings | Global Settings screen.

2 Enable mobile access and display options for individual support representatives via the Core Settings | Support
Representatives | Profile screen. If accessing iSupport inside the firewall, it must be done via a smart phone or
tablet. You can enable a rich work item interface in addition to the HTMLS interface if using a tablet.

Allow Mobile Access Outside Firewall n Off

Allow Mobile Access Inside Firewall OfF
Mahile Display Option HTMLS On ¥

ITMLS &

3 If accessing iSupport via a smart phone or tablet, do the following:

a Configure the layout for the HTMLS5 interface. See the next section.
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b To enable aview to display on the HTMLS5 interface, open the view in the View Designer and select Yes in the

Enabled for Mobile field.

Support Rep View Name:

Basics - Hide Advanced Sattings

This Week's Pricrity Open Incidents

Subfolder: Management
View Typs: Standard B rd]
\ata Sowrce: Incidents B Deesign Custom Viev
Enzbled Read/Unread: Tes
Lo
Text Wrapping: On Max Lines Per Row: |2

Permissions & Sharing
Enzbled:

Enabled for Mobile: | Yes
Ne—

Acoess:

Configuring the Layout for the Rep HTMLS5 Interface

Use the Options and Tools | Customize | Layouts | Mobile Layouts and Settings screen to configure the fields that

will appear when support representatives access iSupport via a smart phone or tablet:
« The fields on a Feed screen appear when the Search feature is accessed and when results display
« The fields on a Detail screen appear when:;

+ A work item (incident, problem, change, knowledge entry, or asset) is viewed or created, and

+ A customer, company, or support representative Profile record is viewed.
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To design a feed or detail layout, drag an available field to the Layout Designer. You can drag a field vertically to
reorder fields in the Layout Designer. Click the Details View [ icon to switch from a feed layout to a details layout.

Select Yes in the Display Avatars field if you wish to include the customer’s avatar when you display customer
information (by clicking Search in the Home screen, the icon in the Incident Detail screen, and the Details
kX icon in the Incident detail screen).

Select Yes in the Check In on Login field to automatically check in the user for tracking via the Rep Map &
dashboard component on the Desktop (location services must be enabled on the device). This feature displays the
last known GPS location of any user logged into the mobile application.

Incident Layouts

The Incident Feed layout determines the content that appears when you click Search on the Home screen or icon bar

at the bottom of the screen.

MNumber: D2TH242431
Status: Open
Priority: Medium
Assignes: Stuart

Incident Feed
Q Number
- Ds5iatus

Q) Description

Q Priority Copaland
£ Assignes Customer: Bob Janes
© Customer Description: Cannot print using

Accounting printer,

MNumber: D14E652287
Status: Open
Priority: Emergen

The Incident Details layout determines the content that appears when you create or view an incident.

Status Open

4 Incident Details

# Priority Weudium

=1
£ Status Stuart Copel... ©
€3 Pricrity
g;:ié::]z — - Bob Jones L)
€ Company &
O Category Company RSR[5l
€ Mumber
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Customer Layouts

The Customer Feed layout determines the content that appears when you click the [l icon in the Incident

Detail screen.
& s<1ect Customer
(5 )

First: Steve
Last: Johnson

€ First Mame

-

= Q) lastMame Email: sj#example.com 3
€ Email Phone: 360-397-1004
€@ Phaone Company: LELSoft, Inc
O Company Title: Accounting Manager
ENEE First: Bob
Last: Jones

Email: bjfexample.com
Phone: 360-397-1000
Company: LELSoft, Inc
Title: HR Manager

The Customer Details layout determines the content that appears when you click the Details & icon in the Customer
field in the Incident details screen.

Customer

4 Customer Details

i
ol

€ First Mame First Bob
€ Last Mame
QEma Last Jones
2 Phone
€ Company Email bj@example.com
€ Cuztomer ID

Phone 360-397-1000

Company | Bl Soft, Inc.

L__Customer 1D S575308 |
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Company Layouts

The Company Feed layout applies if you have added the Company field to the Incident detail screen and the
customer is associated with multiple companies. The button will appear in the Company field in the
Incident details screen; the Company Feed layout determines the content that appears when you click that button.

Select Company

e D
Mame: LEL Services
Number: 555
€3 Mame Primary Customer: :
€ Mumber Phomne: 800-555-2121 >
€ Primary Customer Region: West :
) Prone —=| Location:
© Region Status:
€ Location Mame: LELSoft, Inc.
© Status Number: 6544
Primary Customer: Steve Jahnson 1
Phome: 360-397-1000 >
Region: Marth
Location: Maorthwest Division
Status:

The Company Details layout determines the content that appears when you click the Details & icon in the Company

field in the Incident details screen.

Name LBLSoft, Inc.
.
O Mame Number Gad4
£ Mumber 3
© Primary Customer Primary Custorfer e Johnson
€ Phone — - Phone 360-397-1000
€ Region
£ Status Region Morth
£ Location
Status Partnier
Location Morthwest Division
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Support Rep Layout

The Support Rep Details layout determines the content that appears when you click the Details & icon in the
Assignee field in the Incident details screen.

Rep

First Barry

Last Whita
Support Rep Feed
€3 First Name Email baviiblzoaft. com
&) Last Mame
EEma — - FPhone J60-337-1000
€ Fhone
€3 Location Location Headquarters
&) Default Group

Dafault Group Administrators

Asset Layouts

The Asset Feed layout determines the content that appears if you have added the Asset field to a work item detail
screen to display the ([ icon and an asset is selected.

m Agsets D

( )
Mame: Accounting Sanser
Type: Sarvar
Mame — -
Type
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The Asset Details layout determines the content that appears when you create or view an Asset record, or if you have
added the Asset field to the Incident detail screen and you click the Details & icon in the Asset field.

Assets

)
4 Asset Details MName: Accounting Printer

) Name Type: Printer

G—}. e Location: Headguarters

oL . Model: HP1033
oCation

Manufacturer: HP

O Model ® | Tag Number: G101

G Manufacturer Serial Number: 656-89587654-54545
G_ﬂg Murmber Purchase Date: 6/1/2007

€ Serial Number

£ Purchase

Accessing the mySupport Portal on a Mobile Device

The mySupport portal can be accessed via a mobile device; you can create a mySupport Options set for mobile
devices and assign it to a customer, company, or customer group. You can also create different display and submit
layouts for work item functionality on a set of mySupport portal options via the mySupport Layout links included for
each module (incident, knowledge, problem, change, purchase, and service contract).
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Use the Default Mobile mySupport Options field in the mySupport Portals configuration screen to select the options
to appear when this mySupport URL is accessed by a smart phone (iOS, Android, or Blackberry) or tablet if a
customer has not logged in or if none are assigned to the customer’s profile, customer’s primary company profile, or
primary group profile.
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Configuring Easy Submit Functionality

Use iSupport’s Easy Submit functionality to enable customers to use an older version of a device that cannot render
HTML5 to submit incidents. The interface contains a Description field and fields required for authentication.

Varizon = 240 AM 3%

v

@ isurporT (&

Submit your issue

First Mame

Last Naime

Email

Company

Location

Phaona

Deascription

Subimit

iSupport’s Easy Submit functionality utilizes the browser’s user agent string, which identifies the browser version and
other device details. Definitions in the Easy Submit Device Settings screen identify the user agent string for the
device(s) to detect.

Add Mew Definition Delete Definition

= Detection Definitions Name Jelly Bean
' Android
Donut Match Pattern Android 4.(1]2]3)
Eclair
Froyao Use Regular n Off
Gingerbread Expressions
Horeycomiz

Ice Cream Sandwich

|

" Apple

Definitions for some common device/browser user agent strings are included by default; see http://user-agent-
string.info/list-of-ua for a list of user agent strings for other device browsers. These definitions will be available for
selection in the mySupport Portal screen so you can target the devices for display of the Easy Submit interface.

Match Pattern - enter the portions of the user agent string to be searched for a match; you can use expression
language with syntax such as parenthesis () to group parameters, a pipe (|) for an OR condition, or brackets [ ] for a
character match.
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http://user-agent-string.info/list-of-ua

Use Regular Expressions - select On to evaluate the conditions in the Match Pattern and display the Easy Submit
interface if the conditions are true. In the example above, the Easy Submit interface will display for an Android
version 4.1, 4.2, or 4.3.
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