E?f Configuring iSupport Customer and Company Functionality

iSupport uses Customer Profile records to track customer information for association with work items and other
functionality. Typically used for service desks, iSupport's Company functionality can help you to efficiently make mass
assignments of customers in a company to groups, mySupport portals, assets, etc. Company profiles are also
involved in Purchasing and Opportunity functionality (included in the Service Desk Edition).

Configuration Overview

Basic Configuration

* Use the Customer Profile screen (accessed via the Desktop Create E menu) to set up a Customer Profile
record for each customer. See the online help for more information.

+ Use the Company Profile screen (accessed via the Desktop Create E menu) to set up a Company Profile record
for each company that is associated with customers. See the online help for more information.

+ Create customer groups via the Core Settings | Groups screen. This enables you to send correspondence,
surveys, and reports, as well as restrict access to functionality for a selected group of customers. You can also
associate customer groups with support representative locations for location-based routing of incidents
submitted via the mySupport portal and email. See “Creating Customer Groups” on page 4 for more information
on creating customer groups.

+ Configure roles/permissions via the Core Settings | Support Representatives screen for support reps and rep
groups using Customer and Company functionality. See the online help for more information.

Optional Customization

+ Use the Related Companies feature to create a customizable structure of companies and assign multiple
companies to customers; see “Creating Company Relationship Labels” on page 44.

+ Use company status labels to classify types of company relationships; for example, "vendor" or "contractor".
See “Creating Company Statuses” on page 39.

+ Define custom fields for the Customer Profile and Company Profile screens to track information specific to your
company. See “Configuring Custom Fields” on page 33.

+ Use the Layout screen to modify the default Customer Profile and Company Profile screen layouts to include
fields and tabs that are specific to your company. See “Configuring Screen Layouts” on page 45.

« Ifyou have the Service Desk edition, use Opportunity Management functionality to create Opportunity records
and generate quotes using products and product groups that you create or utilize via Intuit® QuickBooks®
integration. See the online help for more information.

Optional Integration

+ Use the Data Source Integration screen to utilize your Active Directory, Domino Directory, Microsoft CRM, or
Microsoft SQL Server as a source for creating and synchronizing customer profiles. See “Using the Data Source
Integration Feature” on page 8.

« Use the Import screen to import lists of customers from a Microsoft Excel file. See “Importing Customer Data
From a Microsoft Excel File” on page 31 for more information.

+ Use the Customer/Company Merge feature if you wish to consolidate multiple Customer or Company Profile
records; for example, if multiple Customer Profile records have been created for the same person or multiple
companies have merged. “Merging Customer and Company Profiles” on page 40 for more information.
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« Configure webhooks for posting iSupport’'s Customer data to a web application when configured rule conditions
and time frames are met. See “Configuring Webhooks" on page 64.

Optional Automation

« Configure customer rule groups with rules that will perform actions such as initiating approvals, changing field
values, sending notifications to customers, and assigning a mySupport URL and options to a customer. See
“Configuring Rules for Customer Profiles” on page 50.

The Customer Screen

An example of the Customer Profile screen (accessed via the Desktop Create E menu) is shown below.

Customer

i Font Size - [E[Customer - [-gComespondence §f Configuration ltem 4
= K S :

LCounters - [incident  [ESurvey 1]
Save And Cl Print Delet
e And o n == [fgChange f Service Contract

File Display Mew Mavigaticn

First Name @ Steve

Company
Last Mame | Johnsen B Q
d Email sj{@example.local Primary | LBLSoft
WEUN | Clear .
Phone 380-397-1004
Cetails Address mySupport History Groups Crthers to Motify Azzets Customn Fields Vendor
Miscellaneous Attachments
Customer | 8875309 Additional Email Addresses
|5
_ +
Title Accounting Manager
Fax 380-357-1007

Cellular 380-3597-1000
Location | Headgquarters
Manager | Jchn Collins

Departmer Administration

Approver Stuart Copeland - Clear

The Company Screen

An example of the Company Profile screen (accessed via the Desktop Create H menu) is shown below. After
entering a company in this screen, it will be available for selection when a customer is added via the Customer Profile
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screen. If customer groups have been defined for a company, you can automatically add them to a customer profile
when saving the record.

Company Wiew

| I | ! = x [ T ] =] EiCompany fService Contract 4 Previous
= e @ [EECustomer §fConfiguration ltem b Mext
Save Saveand Close Print Delete Font Size Counters mlnddent

File Display Mew Mavigation
Name LBELScft, Inc Parent LBEL Services - Clear
Company
Status Partner El Primary Steve Johnson - Clear
Customer
O] 0% |0%

Details Address Groups Others to Motify Aszets Custom Fields History mySupport

Vendor Miscellaneous Attachments
Number 8857

Regicn Morth

Phone 380-387-1000

Industry Technology

Location Headguarters

iSupport Software
Page 3



Creating Customer Groups

Customer groups enable correspondence to be sent and reports to be generated for a selected group of customers
via the Desktop, as well as:

« Surveys to be sent for a selected group of customers via the Desktop.
« Customers to view incidents, changes, and assets via the mySupport portal for their associated groups.
+ Restricted access to headlines, FAQs, knowledge entries, and categories on the mySupport portal.

+ Associated support representative locations for location-based routing of incidents submitted via the mySupport
portal and email.

When you create a customer group, you can quickly assign all of a company's current customers to the group. You
can also assign customers to a group via the Customer Profile screen, Company screen, and Desktop.

Use the Customer tab in the Core Settings | Groups screen to create a customer group.

Groups Search X

Create Delete

Configuration ltem _ - I ~ ~ s .
Mame & Description Company Members | Customer Members

Customer > Members in the -
Accounting 0 1

Accounting department

Support . .
epresentativ ) Jembers of the
Representative Administrators _ 1
Administration team

L

To create a customer group, select Customer Groups and click the Create link. The following screen appears:

m .
Administrators

Membership

Location

Aszsociated
Headguarters r

e eadquarter + 7
Options

Default for mySupport URL in Notifications
Assodiated Mobile http:/fexampleserver/user v
mySupport
Options _

Incident Layout
Wiew Administrator Layout v + s
Charts Change Layout
_ Default v o+ A
Calendars

Description

Discussion Feeds

Members of the Administration team

mySupport Feeds %
C r group membership can be modified by support representatives with
C er Edit permission. It can be done from the Membership tab in this screen
from all customer and company views on the iSupport Desktop, and from Customer
Profile and Company reconds.
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Group Name - Enter the name of the customer group.

Location - Select the support representative location to associate with the customer group for location-based
routing of incidents submitted via the mySupport portal. Use the Create New * and View/Edit # icons to access
the Locations screen; see the online help for more information.

Default for mySupport URL in Notifications - Select the mySupport portal URL to include in work item notifications
referencing a mySupport portal that are sent to customers in the group. This URL is determined as follows: using the
order listed on the Notification Link Order of Precedence tab in the mySupport Portal screen, the system will check
the URL in the Default for mySupport URL in Notifications field in the customer’s profile, customer’s primary
company profile, and primary group profile. If a URL is specified in any of those fields, it will be used. If none exists in
any of those fields, the mySupport portal definition with the Default for mySupport URL in Notifications checkbox
selected will be used.

Incident Layout - Select the layout containing the fields and tabs that will display when a customer in the group is
selected in the Incident screen. You can use the Create New * and View/Edit # icons to access the Incident Layout
screen. Layouts can also be associated with a category, support rep group, incident template, or hierarchy template;
the Order of Precedence field in the Incident Layout screen determines which layout to use when more than one
reference is applicable (for example, if the logged in rep's primary group has a layout as does the selected category).
For categories, the layout found with the lowest level will be used; if a layout is not found at the lowest level the next
level up will be checked, and so on up to the top level. If no layout is associated at the top level, the default layout
specified in the Layouts screen will be used.

Description - Enter a description of the customer group.

Adding Customers to Customer Groups

Use the Membership tab to assign selected customers to the group or to associate the group with a company for
future customer assignment.

Details Add Remove ® Customers 7 Companies

Membership 3 First = Last Email Company

g [= i = i e e
. ) _ ) Aary Smith msi@example.locall LBL Services
Associated mySupport Options . - N B

i o Steve | Johnson | sj@examplelocal  LBLSoft
Associated Mobile mySupport .

To add a customer to the group, click the Customers radio button and then click the Add link. Select an existing
customer or create a new one.

To add all current customers of a company to the group or associate the group with a company for future customer
assignment, click the Companies radio button. Once you select an existing company, a prompt will appears:

Cioyou wwant to add all customers associated with the selected
companies?

Selecting Cancel will not affect customers bot will associate the
companies with the group for future customer assignment.

]9 ] I Cancel

If you select OK at this prompt, all of the company’s current customers will become members of the group. The
company will be associated with the group for future customer assignment.

If you select Cancel at this prompt, none of its current customers will be assigned to the group. However, the
company will still be associated with the group for future customer assignment.
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This future customer assignment can occur in the Customer Profile screen; when you add a customer for the
company and save the record, the customer will become a member of the group after clicking OK at the prompt:

Apply the company's associated groups to this customers group membership?
Selecting Cancel will not affect the customers group membership.

[ OK ] ’ Cancel

You can also manually add a customer to a group or remove a customer from a group using the arrows in the Groups
section in the Customer Profile screen.

Assigning Customers via the Company Screen

In the Company screen, support representatives with Customer | Editor | Edit permission can use the Groups
section to assign all of a company's current customers to a group. When you select a group and click the right arrow,
a dialog appears regarding the assignment. If you select OK, all of the company's customers will become members of
the selected group. If you select Cancel, the group will still be included in the Associated Groups field for future
customer assignment.

Do you wish to apply the group membership change to the
Custemer Profile recerds associated with this company?

Selecting Cancel will not affect customers but will apply the
group asscciation change teo the company.

Adding Customers to Groups via the Desktop

You can add selected customers to a group and remove selected customers from a group using the Add to Group E
and Remove From Group £ view actions in customer views on the Desktop.

View

o

All Customers by Name * 4 I View Tour

-

| _ mySupport
Approved

. N
#10pen Email Phone Source

B " Mew Customer

5jiEexample.com 360-357-1000
g Print
L { 5jiEhe le 360-357-1000
:?lﬁ.dd to Group L] i Example.com
&, Remove from Group sc@azuretest 595-888-T776  Direct Entry

Associating a mySupport Portal URL and Options

mySupport Options include configuration settings for the structure and content of the mySupport interface (except
navigator detail). Options can be assigned to customers, companies, and groups; the order of precedence is
determined by a setting in the mySupport Configuration screen. Any assigned options will be used; if none are
assigned or if a customer does not log in, the mobile mySupport options specified as default in configuration will be
used.
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On the Associated mySupport Options tab, select the mySupport Portal URLs and mySupport Options to assign to
members of the group.

Details b Bl

3 MyYSUpport - mySuppaort Options

Membership
4 : E s
Associated mySupport Options > =

Associating a Mobile mySupport Portal URL and Options

nttpofexampleserverfuser ¥ Staff Options r

Mobile mySupport options include configuration settings for the structure and content of the mySupport interface,
and mobile mySupport options can be assigned to customers, companies, and groups; the order of precedence is
determined by a setting in configuration. Any assigned options will be used; if none are assigned or if a customer
does not log in, the mobile mySupport options specified as default in configuration will be used.

On the Associated Mobile mySupport Options tab, select the mySupport URLs and mySupport Options to assign to
members of the group.

Dretails b Add
Membershio Y mySupport = mySupport Options
Associated mySupport Options 3 = http://fexampleserver/user ¥ Staff Mobile Options ¥

Asspciated Mobile mySupport Options ¥

Viewing Desktop Components Shared With the Group

Use the Views, Charts, Calendars, Discussion Feeds, and mySupport Feeds tabs to display the items that can be
accessed by members of the group.

Details Mame = Author Globally Shared

Membership Accounting Report View Barry White | Yes

FAQSs on mySupport Barry White | Yes

Associated mySupport Options
] ] Headlines Barry White = Yes
Aszsociated Mobile mySupport Options

Incidents by Assignee Barry White | Yes

View >
Incidents by Priority Barry White = Yes
Charts ) ) .
kKnowledge Entries for Review = Barry White | Yes
Calendars . . ~
kKnowledge Review Barry White = Yes
Discussion Feeds My Incidents Barry White | Yes
mySupport Feeds Open Incidents System Yes
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Using the Data Source Integration Feature

Use the Data Source Integration feature to utilize Active Directory, LDAP, Domino Directory, Microsoft CRM, or other
relational databases as a source for iSupport's customer, asset, and support representative information. If utilizing
multiple customer data sources, see “Specifying Precedence for Multiple SQL Data Sources” on page 30.

To get started, click the Create link in the Options and Tools | Integrate | Data Source Integration screen.

Create =
Mame a Type Active Source Synced Record Types
Doomino Dir a Cu
LOWF Sour LOAP s Custo
fain AD Sync hctive Directory LCWAP-f 30 o Customers
licro CRA licrosoft CRM ag Custo

Select the data source type.

d C

m
m
i
(=]
=1
i
%)

el

L]

Shared

Active Directory
LOAP
Customer
Dominge Directory
Microsoft CRM
Customer RDB
Accet

Azzet RDB
CHMDB

CMDE RDB

See the following for information on specific data source types:
+ Active Directory: see the next section.

+ LDAP: page 16

+ Domino Directory: page 22

*  Microsoft CRM: page 23

+ Customer RDB: page 25

+ Asset RDB: page 28

Integrating with Active Directory

The Active Directory Integration feature enables an agent that updates and synchronizes iSupport Customer Profile,
Asset, and Support Representative Profile records with the information in one or more Active Directory sources.

You'll create a data source integration definition to specify the server and related settings, field mappings, and
exclusions, and use sync definitions to specify the type of record you are synchronizing and the directory node and
filters for the data to be synchronized. You can utilize both filtering and exclusions to specify the values that should
not be synchronized; what you use will depend on how much you need to prevent from synchronizing for the level in
the targeted source. You can also set default values based upon the AD/LDAP sync setting entry from which a record
was created. Exclusions target everything under a node in a directory and apply to all sync definitions of the same
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record type within a data source integration definition. Filters use syntax that can target multiple nodes in a tree, and
apply to a specified base directory node in a sync definition.

The following occurs when the agent runs:

+ Ifthereis an entry in Active Directory that does not exist in the iSupport Customer Profile table, the entry is
created in iSupport. In order for an entry to be added from Active Directory, it must contain a first name, last
name, and email address. If mySupport access is configured, the Approved to Access mySupport field will be
enabled on the automatically-created Customer Profile record.

« The first name, last name, and email address in Active Directory are compared with those values in Customer
Profiles. If all of those values in an Active Directory record match all of those values in a directly entered
Customer Profile, the Customer Profile record is updated with the latest information from Active Directory; if one
of those values does not match, a new record is created in Customer Profiles. Therefore, more than one
Customer Profile record will result if both contain one of the same values (for example, email address) but one or
both of the other fields differ. For example, if there is a directly entered Customer Profile named Jon Smith with
an email address jsmith@example.com and Active Directory has the rep listed with the name Jonathan Smith and
the same email address of jsmith@example.com, the result will be two Customer Profile records with the same
email address.

« Ifan entryis deleted in the Active Directory, the record will be flagged for deletion and:

« If work items or assets are not associated with that name, the entry will be deleted from Customer Profiles
when the Database Maintenance agent runs.

+ If work items or assets are associated with the name, the entry will remain flagged for deletion in Customer
Profiles until those incident records no longer exist.

If a record in Active Directory has a value in the Manager field and an existing Customer Profile record contains that
manager, the manager will be inserted in the Approver field in the Customer Profile record; otherwise, the Approver
field will be blank.

Note: If a Customer Profile record has been synchronized with Active Directory, the synchronized fields (except for
Secondary User Name) cannot be edited in the Customer Profiles screen. These fields can only be edited via Active
Directory.

When the feature is enabled, the agent runs immediately and then as specified according to the configured interval.
Note that the Active Directory Integration feature does not modify the contents in Active Directory in any way.
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Basics

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.

Desktop / Configuration / Optionz and Tools / Integrate / 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 the Help for more information. )

Basics 3 AD Source Hame Main AD Sync
Sync Definitions AP-[ -
¥ Search Root LA P e e, 2 30
Field Mappings
Connect As Anonymous Specified User

Exclusions

Username xx\admin

Password Reset

Test Connection

Active ﬂ Off

Synchronization 3 hours w
Interval

AD Source Name - Enter a name for the AD source definition. This name will appear in the Source field in the
associated Customer Profile record.

Search Root - Enter the directory server machine name or IP address for querying user information in the Active
Directory source; precede your entry with the following: LDAP://

Connect As - Select Anonymous to connect to the data source as an anonymous user or Specified User to enter a
login for connecting to the data source.

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

Active - Select Yes to enable the Active Directory Integration agent that updates the records in iSupport with the
information in Active Directory. The agent runs immediately and then continues to run as scheduled in the AD
Synchronization Interval field.

AD Synchronization Interval - Select the amount of time in the interval for the synchronization to be performed.
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Configuring a Sync Definition

Use the Sync Definition section to select the type of record that you are synchronizing, select the directory node that
contains the data to be synchronized, and enter a search filter if applicable. Click the Create link to create a sync
definition.

The Active Directory Integration feature allows vou to utilize Active Directory as a source for iSupport's customer, asset, or support
representative information. (See the Help for more information. )

P Active m No
Sync Definitions >
Sync Entries As Customers ~

Field Mappings
Enable mySupport Yes No
Exclusions Access
Base DN ou=Production, DC=example DC=com
Search Filter (& s
(objectCategory=person)
(objectClass=user)

(givenMame=") W

Active - Select Yes to enable the sync definition.

Sync Entries As - Select the type of record that you are synchronizing: Customer Profile. 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 Active Directory 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.

This feature utilizes LDAP (Light Weight Directory Access Protocol), which defines how information can be accessed in
directories. Active Directory supports the LDAP search filter syntax as specified in RFC 1960. For information on LDAP
and search filters, see http://social.technet.microsoft.com/wiki/contents/articles/5392.active-directory-ldap-syntax-
filters.aspx#Examples.

Base DN - Click this button to select the node in the directory server that contains the data to be synchronized.

Select an entry

Search... Q

4 XEENXENIEE TN

4 DC=ararnple, DC=com
L CM=Builtin

m

» CH=Cormputers

k Ol =D I
b Dl=Domain Controllers

b Oill=Exec

b Ch=honeign SecurityPrincipals
b il =Former Employess

L Ch=Infastructure

[ Sl =Intern=t
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Search Filter - Enter 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.

Examples
« All users that contain a first and last name:

(&
(objectCategory=Person)
(objectClass=user)
(givenName=%*)

(sn=%*)

)

« All users that contain a first and last name excluding Tom Jones and SQL Account;
(&

objectCategory=Person)
objectClass=user)
givenName=%)

sn=%*)

Iname =Tom Jones)
Iname=SQL Account)

(
(
(
(
(
(

)

« All users and contacts that contain a first and last name:

(&
(objectCategory=Person)
(givenName=%*)

(sn=%)

(

(objectClass=user)
(objectClass=contact)

)
)

« All users and contacts that contain a first and last name, excluding Tom Jones, Barry White, and SQL Account:

(&
(objectCategory=Person)

(

(objectClass=user)
(objectClass=contact)

)

(givenName=%*)
(sn=%*)

('fname =Tom Jones)
('name=SQL Account)
(Iname =Barry White)

)

« All users with a valid Microsoft Windows user name (domainname\username):

(&
(objectCategory=Person)
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(
(
(sn=*)
(
(

objectClass=user)
glvenName—*)

userPrincipalName=*@%*)
samAccountName=%*)

)

Setting Default Values

Use the Default Values section to set Customer Profile, Support Representative, and Asset field values based upon
the AD sync setting entry from which a record was created. For example, if AD users are organized into a specific OU
or group that indicates other user properties (such as location) and if the AD user profiles don't have the location
attribute populated in the directory, you can simply add a default value for the location field to the sync setting entry

that is linked to the OU or group.

In the Force column, select Yes if you wish to have the configured default value override the AD value in cases where
the attribute was populated in the source user profile. If the Force field is set to No, the default value will only be

applied if the AD attribute is either unmapped or has no value on the user profile.

Default Values

n Field Value Force? @
ﬂ Location Vancouver, WA Yes Ho

ﬂ Can View ltems For Location ¥ Yes Ho
ﬂ Can Add Others to u OFf Yes n
Notify

Field Mappings

Use the subtabs to specify the attributes in your Active Directory source from which data will be pulled for
corresponding iSupport fields.

The Active Directory Integration feature allows vou to utilize Active Directory as a source for iSupport's customer, asset, or support
representative information. (See the Help for more information. )

Basics Customer Support Rep Agset

Sync Definitions Field Attribute a

Field Mappings ¥ First Name ’

Excluzions il s v

Mapping options include:

Use iSupport Default which populates the default mapping; see the data map on page 21 for the attributes used
by default by iSupport. Note that we recommend that you use iSupport’s default for the Sync Key and Avatar field
because the applicable schema property may vary depending on your version of Active Directory. If iSupport

Default is selected for the Groups field, all groups associated with a customer will be created via the MemberOf

attribute.

An applicable schema property. Defaults appear in the dropdown; to add an attribute, enter its exact name and it
will be retained in the list.
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+ [Unmapped] which will enable entry in the field. Note that the First Name, Last Name, Email, Sync Key, and Login
fields cannot be left unmapped for customers.

Use the Sync Key field to map to a value that is an unchanging unique identifier field in the source database.

To assign a primary group to multiple iSupport Customer Profile records, select a customer view on the Desktop and
then click the Add to Group icon.

Use the Map a Custom Field button to select a custom field to add to the list of fields to be mapped.

The Active Directory Integration feature allows you to utilize Active Directory as a source for iSupport’s customer, asset, or
support representative information. (See the Help for more information. )

A

Basics Customer Support Rep Asset

Sune Definitions ] .
Sync Definition Field Attribute a

Field Mappings > First Hame

Exclusicns Last Hame

-

-

-

Email

-

Sync Key

-

Phone

-

Fax

Cell

-

-

Location

Department

-

Title

-

-4

Legin

-4

Secondary Login

-4

Address

-4

City

-

@ Dialog - Select Custom Field - M... = O X

-

o

-

Search within results

-

Sort by {Label & | Type | Pending Deletion | DefaultValee | Options)

-

Training Taken

Type: List Box Category: Pending Deletion: False
Default Value:

Options: Accounting,Sales, &dministration

-

-

-

Avatar [Unmapped]

Map a Custom Fiekld
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Use the Preview () button to select a record to use for verifying your selections.

B
Saarch Q
A 5] 50LI00X0N00 o~
- DC=example, DC=cam
¥ CM=Builtin -
¥ CHN=Computers 1
¥ OU=Dev
b OU=Damain Contrallers
k OU=Exec
L CM=ForeignSecurity Principak
b OlU=Farmer Employess -
Cloz= Salect

Values from the record will appear next to the fields.

Configuring Exclusions

Use the Exclusions tab to specify the nodes or directory objects 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 of the same record type within a data source integration definition.

The Active Directory Integration feature allows you to utilize Active Directory as a source for iSupport’s customer, ass
support representative information. (See the Help for more information.)

Basics Add Delete

Sync Definitions D Distinguished Mame

L CN=MOMLatencyMonitors L
b CH=NTD5 Quotas

b CN=Program Data

L OU=0aProduction

b OU=Resources

3 OU=5sles

L CN=5ecurity Group

¥ OlU=5ervers

L CH=S5ystem

L OlU=5ystern Accounts
3 OU=Tech

3 CH=TPM Devices
b

Close Select
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Integrating with LDAP

The LDAP Integration feature enables an agent that updates and synchronizes iSupport Customer Profile records
with the information in one or more LDAP sources.

You'll create a data source integration definition to specify the server and related settings, field mappings, and
exclusions, and use sync definitions to specify the type of record you are synchronizing and the directory node and
filters for the data to be synchronized. You can utilize both filtering and exclusions to specify the values that should
not be synchronized; what you use will depend on how much you need to prevent from synchronizing for the level in
the targeted source. Exclusions target everything under a node in a directory and apply to all sync definitions of the
same record type within a data source integration definition. Filters use syntax that can target multiple nodes in a
tree, and apply to a specified base directory node in a sync definition.

The following occurs when the agent runs:

« Ifthereis an entry in LDAP that does not exist in the Customer Profile iSupport table, the entry is created in
iSupport. In order for an entry to be added from LDAP, it must contain a first name, last name, and email address.
If mySupport access is configured, the Approved to Access mySupport field will be enabled on the automatically-
created Customer Profile record.

If a Windows login name exists in the LDAP record, it will be included in the mySupport User Name field for
authentication to the mySupport portal. You'll need to disable LDAP integration in order to enter or change the
password for accessing the mySupport portal. The password will not be changed by re-enabling LDAP
integration.

+ If an email address matches an email address in Customer Profiles and the record was directly entered via
Customer Profiles, depending on the configured order of precedence, the Customer Profiles record is updated
with the latest information from LDAP.

+ Ifanentryis deleted in the LDAP, the record will be flagged for deletion and:

+ If work items or assets are not associated with that name, the entry will be deleted from Customer Profiles
when the Database Maintenance agent runs.

« If work items or assets are associated with the name, the entry will remain flagged for deletion in Customer
Profiles until those incident records no longer exist.

When the feature is enabled, the agent runs immediately and then as specified according to the selection in the LDAP
Synchronization field. The LDAP Integration feature does not modify the contents in the LDAP source in any way.

Go to the following links for more information:

«  http://www.rfc-archive.org/getrfc.php?rfc=3377 - Top level LDAPv3 Technical specs

«  http://www.rfc-archive.org/getrfc.php?rfc=2254 - Search Filters (with examples)

+  http://www.rfc-archive.org/getrfc.php?rfc=2255 - URL formats (examples for Search Root field)

*  http://www.rfc-archive.org/getrfc.php?rfc=2256 - User Schema (standard available attributes, useful for mapping)
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Configuring Basics

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.

The LDAP Integration festure sllows you to utilize LOAP as & source for iSupport's customer, ssset, or support representative information.
[See the Help for more information. )

LDAP Socurce Mame LDAP Diata Source

Syne Defintions

Server LR i 30 3. 300 300
Field Mappings
Use 55L Cin
Exclusions
Connect As Anonymous Specified User
Username | xoooo
Password @ | seeeeees

B —— —

Active ﬂ CHf

Synchronization 15 minutes  *
Interval

LDAP Source Name - Enter a name for the LDAP source definition. This name will appear in the Source field in the
associated Customer Profile record.

Server - Enter the server on which the source entries are located.

Use SSL - SSL is an encryption method that overlays the connection between the cSupport server and the LDAP
source server. Select Yes if SSL encryption is enabled on the LDAP source server. Use the Test Connection link to
verify access.

Active - Select Yes to enable the agent that updates the applicable records in iSupport with the information in the
LDAP source. The agent runs immediately and then continues to run as scheduled in the LDAP Synchronization
Interval field.

LDAP Synchronization Interval - Select the amount of time in the interval for the synchronization to be performed.

Username/Password - If anonymous connections are not allowed in your environment, use these optional fields to
enter a username and password for authentication when queries are performed. If anonymous connections are
allowed, leave these fields blank.

Use the fully qualified Distinguished Name for best results. If accessing a server hosting an Active Directory
installation, it will work with several formats. For example, if the user name is Ibladmin and it is in the Ibl domain, you
could enter Ibladmin, Ib\lbladmin, Ibladmin@Ibl.soft.com. All of these entries would work, but you could also enter
the full Distinguished Name for the Ibladmin user account (cn=Ibladmin,cn=users,dc=Ibl,dc=soft,dc=com). Note that
if you are connecting to a non-AD server like E-directory, the Username field must contain the fully qualified
Distinguished Name.
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Configuring a Sync Definition

Use the Sync Definition section to select the type of record that you are synchronizing, select the directory node that
contains the data to be synchronized, and enter a search filter if applicable.

The LDAP Integration festure allows you to utilize LDAP as & source for iSupport’s customer, ssset, or support representstive information.
[See the Help for more information. )

SesieE Active = No
Sync Entries As Customers v

Field Mappings

Enable mySupport u No
Exclusions

Access

Base DN OlU=people, o=sevenSeas

Search Filter (&
objectClass=person)
[memberof=CMN=Example, DC=sevenSeas, DC=com)

Active - Select Yes to enable the sync definition.

Sync Entries As - Select the type of record that you are synchronizing: Customer Profile. When synchronization
occurs, the record will be created if there is an entry in the LDAP source that does not exist in iSupport. 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 LDAP 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.

This feature utilizes LDAP (Light Weight Directory Access Protocol), which defines how information can be accessed in
directories. Active Directory supports the LDAP search filter syntax as specified in RFC 1960. For information on LDAP
and search filters, see http://social.technet.microsoft.com/wiki/contents/articles/5392.active-directory-ldap-syntax-
filters.aspx#Examples.

Base DN - Click this button to select the directory node that contains the data to be synchronized.

Search Filter - Enter 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.

Setting Default Values

Use the Default Values section to set Customer Profile field values based upon the LDAP sync setting entry from
which a record was created. For example, if LDAP users are organized into a specific OU or group that indicates other
user properties (such as location) and if the LDAP user profiles don't have the location attribute populated in the
directory, you can simply add a default value for the location field to the sync setting entry that is linked to the OU or
group.
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In the Force column, select Yes if you wish to have the configured default value override the LDAP value in cases
where the attribute was populated in the source user profile. If the Force field is set to No, the default value will only
be applied if the LDAP attribute is either unmapped or has no value on the user profile.

Default Values

n Field Value Force? @

ﬂ Location Wancouwver, WA Yes Ho

ﬂ Can View Iltems For Location ¥ Yes Ho

ﬂ Can Add Others to u OfFf Yes Ho
Notify

Field Mappings

Use the Customer subtab under the Field Mappings tab to specify the attributes in your LDAP source from which
data will be pulled for corresponding iSupport fields.

The LDAP Integration feature allows you to utilize LDAP as & source for iSupport’s customer, asset, or support representative information.
[See the Help for more information. )

#

Basics Customer Support Rep Azsat

Sync Definitions Field Attribute Q
Exclusions Last Name v

Email M

Sync Key M

Mapping options include:

* Use iSupport Default which populates the default mapping; see the data map on page 21 for the attributes used
by default by iSupport. Note that we recommend that you use iSupport's default for the Sync Key and Avatar
fields because the applicable schema property may vary depending on your version of LDAP.

* An applicable schema property (selected via the dropdown)

+ [Unmapped] which will enable entry in the field. Note that the First Name, Last Name, Email, Sync Key, and Login
fields cannot be left unmapped.

Use the Sync Key field to map to a value that is an unchanging unique identifier field in the source database.
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Use the Map a Custom Field button at the bottom of the screen to select a custom field to add to the list of fields to
be mapped.

The LDAP Integrafion feature allows you to ufilize LOAP as a source for iSupport's customer, asset, or suppont representative information.
(See the Help for more information.)
Basics Custommer Support Rep Asset
Sync Definitions Field Attribute Q
Fiedd Mappings > First Mame |1r
Last Name | A
Exclusions
Emaail | -
Syne Key |1r
Phone | -
Fax | -
Cell | -
Location | -
Department | -
Title | A
Logim | -
Secondary Login | -
Address | -
City | -
P ) k
é Dialog - Select Custorn Field - Internet Explarer
| =
Search o
-
Search within results |
Sart by [Labed » | Typ= | Pendi |1r
Training Taken | -
Type: List Box Categony: Pending Deletion: False
Default Value: | -
Options: Accounting,Sales Administration |
hd
Awala\ | -
Map a Cusiom Fleld

Use the Preview () button to select a record to use for verifying your selections. Values from the record will appear
next to the fields.
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Configuring Exclusions

Use the Exclusions tab to specify the values 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.

The LDAP Integration festure allows you to utilize LDAP as & source for iSupport’s customer, ssset, or support representative infarmnation.
[Ses the Help for more informstion. )

Fudd v

Dlorine
oasics

Distinguished Mame

I

Sync Definitions

Field Mappings

Seandh,., Q
Exclusions » A
4|5 oo e
k ou=systemn
L ou=schema E
L] ou=config
L o=38vensess =
4 ou=people
:

Active Directory/LDAP Integration Data Map

The Active Directory and LDAP Integration features map according to the following schema:

Customers
iSupport

Customer Field iSupport Default

First Name givenName

Last Name sn

Email mail

Sync Key objectGUID - if unavailable: entryUUID and uuid

Phone telephoneNumber

Fax facsimileTelephoneNumber

Cellular mobile

Location physicalDeliveryOfficeName

Department department

Title title

Login userPrincipalName - if unavailable: samAccountName, UID, and then mail property

Secondary Login | The initial synchronization process will populate the Secondary User Name field if the iSupport
Services user account is a domain level user account. It is approximated by retrieving the text
between the @ symbol and the next period from the user’s principal name and converting it to
upper case (for example, LBLSOFT would be retrieved from john@lblsoft.com) and adding a
backslash, and then retrieving the username portion from the samAccountName field of an AD
user entry.
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iSupport
Customer Field iSupport Default
Address streetAddress (multiline value; first line used for Address1, any second line will be used for
Address2, any third line will be used for Address3)
City I
State st
ZIP postalCode
Country co
Manager manager
Company company
Customer ID (unmapped)
Group MemberOf
Avatar jpegPhoto - if unavailable: thumbnailPhoto

Integrating with Domino Directory

The Domino Directory Integration feature enables you to perform a scheduled one-way synchronization between a
specified IBM Lotus®/Domino™ Directory (previously termed “NAB”) and the iSupport customer table. (Note: The
customer’s login information cannot be populated.) You'll specify the server on which the Directory is located and
Notes ID and password for accessing the server. The synchronization will occur according to the schedule defined for
the Domino Synchronization agent.

To configure this feature, click the Create link and select Domino Directory. Complete the fields, schedule the Domino
Synchronization agent, and click the Save button. If utilizing multiple customer data sources, use the Order of
Precedence link in the Data Source Integration list screen to select the order of precedence if there are matching
records.

The Doming Directory Integration feature allows you to utilize a Domino Directory as a source for (Suppert’s customer information. (3ee the Help for more
information.)
Enable Domino Directory Mo
Integration
Search Root 14F xamplase
e the following figlds to enter a username and password for authentication when queries are performed.
Username Administrator
Password Reset
Domino Data Source Synchronization Agent
This agent performs a scheduled one-way synchronization bebween a specified IBM Lotus®/DominoTM Directory and the iSupport custemer table.
Interval Daily v 5:30 AM r m

Enable Domino Directory Integration - Select Yes to enable the Domino Directory Integration feature for updating
the iSupport Customers table with the information in a Domino Directory. Note: the synchronization will not occur
until you schedule the Domino Synchronization agent.

Search Root - Enter the search root URL for accessing the server on which the Domino Directory is located. This field
is used for connection purposes only; the Domino LDAP task returns values for all Domino Directories identified on
the server through Directory Assistance. Use the Test Connection link to test the query.
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Username/Password - Enter the username and password for authentication when queries are performed.
Use the Test Connection link to verify access.

Domino Directory Synchronization Agent Interval - The Domino Synchronization feature performs a scheduled
one-way synchronization between a specified IBM Lotus®/Domino™ Directory (previously termed “NAB”) and the
iSupport customer table. Select the amount of time in the interval for the synchronization to be performed or select
Daily to run the agent every day at a specified start time.

Note: The Domino Directory Integration feature requires that the LDAP task is running on the Domino Directory

server.

Data Map

The Domino Directory Integration feature maps according to the following schema:

iSupport Customer Field LDAP Name Notes Name

First Name givenName FirstName

Last Name sn LastName

Phone telephoneNumber OfficePhoneNumber
Fax facsimileTelephoneNumber OfficeFAXPhoneNumber
Cellular mobile CellPhoneNumber
Email mail InternetAddress
Company CompanyName CompanyName
Location Location Location
Department Department Department

Title title JobTitle

Manager manager manager

Address1 OfficeStreetAddress OfficeStreetAddress
City I OfficeCity

State st OfficeState

ZIP postalCode OfficeZip

Country C OfficeCountry

Integrating with Microsoft® CRM

The Microsoft® Business Solutions Customer Relationship Management (CRM) Integration feature enables an agent
that updates the records in iSupport Customer Profiles with the information in Microsoft® CRM. To configure this
feature, click the Create link and select Microsoft CRM. Complete the fields, schedule the Customer Relationship
Management Synchronization agent, and click the Save button. If utilizing multiple customer data sources, use the
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Order of Precedence link in the Data Source Integration list screen to select the order of precedence if there are
matching records.

Microsoft™ Customer Relationship Management {CRM) Integration feature alkows you to utilize Microsoft ORM contacts as a source for iSupport’s customer

rmation. {5ee the Help for more information.)

Enable Microsoft CRM Integration Mo

Microsoft CRM S0QL Server
Microsoft CRM SOL Database example mscrm
Microsoft CRM SOQL User Name

Microsoft CRM 50L Password

]

Customer Relationship Management Synchronization Agent

CEh

his agent updates the records in Buppert Customer Profiles with the information in Microsofr®

Interval Diaily v 5:30 AM r Fun Now

+ Ifthere is an entry in Microsoft® CRM that does not exist in iSupport Customer Profiles, the entry is created in
Customer Profiles. In order for an entry to be added from Microsoft® CRM, it must contain a first name, last
name, and email address.

« If an email address matches an email address in Customer Profiles and the record was directly entered via
Customer Profiles, the Customer Profiles record is updated with the latest information from Microsoft® CRM. If a
Customer Profile entry has already been synchronized with Microsoft® CRM, the Customer Profile is updated
with the latest information.

+ Ifan entry is deleted in the Microsoft® CRM:

« Ifincidents are not associated with that name, the entry will be deleted from Customer Profiles when the CRM
Synchronization agent runs.

« If incidents are associated with the name, the entry will remain flagged for deletion in Customer Profiles until
those incident records no longer exist.

Note: If a Customer Profile record has been synchronized with Microsoft® CRM, the synchronized fields cannot be
edited in the Customer Profiles screen. These fields can only be edited via Microsoft® CRM.

When the feature is enabled, the agent runs immediately and then on an interval basis according to the specified
schedule. The Microsoft® CRM Integration feature does not modify the contents in Microsoft® CRM in any way.

Enable Microsoft CRM Integration - Select Yes to enable the Microsoft® CRM Integration agent that updates the
records in iSupport Customer Profiles with the information in Microsoft® CRM. The agent runs immediately and then
continues to run as scheduled.

Microsoft CRM SQL Server - Enter the location of the Microsoft® SQL server that contains the Microsoft® CRM
application.

Microsoft CRM SQL Database - Enter the name of the database containing the Microsoft® CRM contacts.

Microsoft CRM SQL Username/Microsoft CRM SQL Password - Enter the username and password for logging into
the Microsoft CRM SQL database. This login must have Read permission for performing queries.

Customer Relationship Management Synchronization Agent Interval - The Microsoft® CRM Integration feature
enables the CRM Synchronization agent that updates the records in iSupport Customer Profiles with the information
in Microsoft® CRM. Select the amount of time in the interval for the synchronization to be performed or select Daily
to run the agent every day at a specified start time.

Use the Test Connection link to verify access.
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Data Map

The Microsoft® Business Solutions Customer Relationship Management (CRM) Integration feature maps according to

the following schema:

iSupport Customer Field CRM Database Table Field Value
Cellular Contact Base MobilePhone
Company Contact Base Accountld
Dept Contact Base Department
Email Contact Base EmailAddress1
Fax Contact Base Fax

FName Contact Base FirstName
LName Contact Base LastName
Manager Contact Base ManagerName
Phone Contact Base Telephone1
Sync_Key Contact Base Contactld

Title Contact Base JobTitle
Address1 CustomerAddressBase Line1
Address2 CustomerAddressBase Line2
Address3 CustomerAddressBase Line3

City CustomerAddressBase City

Country CustomerAddressBase Country
Location CustomerAddressBase Name

State CustomerAddressBase StateOrProvince
ZIP CustomerAddressBase PostalCode

Importing From a Remote Customer SQL Database and Synchronizing

Select Customer RDB on the Data Source Integration Create menu to perform a scheduled one-way synchronization
between a specified Microsoft SQL Server database and the iSupport Customers table. You'll specify the data source
connection string, SQL (Structured Query Language) query, and column mapping. This feature can be used with any
Microsoft SQL Server database that contains customer data. If utilizing multiple customer data sources, use the
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Order of Precedence link in the Data Source Integration list screen to select the order of precedence if there are
matching records.

The Remote Database (RDB) Integration feature allows you to wtilize a Micraosoft SOL Server as a source for iSupport’s customer information. {See the Help for more
information.)
RDE Source Mame Example Customer
Fizld Mappings » Connectien String Server=meosxoos; Database=Cust; user id=sa;password=pasword
S0L Query elact * from Customers

Active n Mo

Synchronization Interval 5 minutes ¥

Enable mySupport Access n Mo

Enable mySupport Access for Auto-Created Customer Records - Select Yes to grant mySupport access for all
Customer Profile records created by the integration.

RDB Source Name - Enter a name for the RDB source definition. This name will appear in the Source field in the
associated Customer Profile record.

Connection String - Enter the connection string for accessing the Microsoft SQL Server database.

SQL Query - Enter the SQL query string for accessing the customer-specific SQL columns in the Microsoft SQL Server
database. This field is limited to 255 characters (including white space). Click the Refresh Columns button to populate
the SQL Columns field.

Note: For security purposes, it is recommended that you create a read-only user account for accessing the Microsoft
SQL Server database with permission to access only the customer data information. For added security, you can
push the customer data into a second database created specifically for access by iSupport.

Use the Test Connection link to test the query.

When you make an entry in the SQL Query field and click the Load Columns button on the Field Mappings tab, the
SQL Columns field will be populated with the corresponding columns in the Microsoft SQL Server database. The
iSupport Columns field contains the columns in the iSupport Customers table.

The Remote Diatabase (RDB) Integration feature allows you to utilize a Microsoft SIOL Server as a source for (Support’s customer information.
(Sae the Help for more information.)
EEIE s } Load Colurmns
Field Mappings » Standand 501 Columns iSupport Columns Mappings
ik > ID FaX LNAME=LMAME
GUID CELLULAR FMAME=FMAME
Custom FaX LOCATION PHOMNE=PHONE
Fields > CELLULAR DEFT -+ EMAIL=EMAIL
LOCATION ADDRESS1
ID SLA ADDRESS2 -
CEPT ADDRESS3
ADDRESSL CITY
ADDRESS2 STATE

Do the following:

« Tomap afield, select a field under SQL Columns and the corresponding field under iSupport Columns. Then click
the = button. The associated fields display under Mappings. In order to save the record, you must create a map
for the first name, last name, and email address. Use the Custom Fields tab to map LDAP attributes to fields set
up on the Customer tab in the Custom Fields Configuration screen.

iSupport Software
Page 26




« Toremove an entry from the Mapping field, select the entry and click the 4 button.

You can use the SYNC_KEY field under iSupport Columns to map to a value that is an unchanging unique identifier
field in the source database.

Data Map

The Remote Database Integration feature maps according to the following schema:

iSupport Customer Field Supported Remote Database Fields

First Name FName

Last Name LName

Phone Phone

Fax FAX

Cellular Cellular

Email Email

Login Login

Password Password (Note: this password must be cleartext, and it will be encrypted when
stored by iSupport.)

Company Company

Location Location

Department Dept

Title Title

Manager Manager

Address1 Address1

Address2 Address2

Address3 Address3

City City

State State

ZIP Zip

Country Country

Customer ID Customer_Number

Enabling and Scheduling the Synchronization

Use the RDB Synchronization Interval field to select the amount of time in the interval for the synchronization to be
performed or select Daily to run the agent every day at a specified start time. Select Yes in the Active field to enable
the RDB Synchronization agent that updates the records in iSupport Customer Profiles with the information in the
database.

Enable mySupport Access - Select Yes to populate Yes in the Approved to Access field in each customer’s profile.
This enables the customer to log in to view incidents or change their password on the mySupport portal.
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Importing From a Remote Asset Database and Synchronizing

Select Asset RDB on the Data Source Integration Create menu to import asset data from one or more Microsoft SQL
Server source databases into iSupport’s Asset database, and synchronize with those source databases on an interval
basis. You'll enter a connection string and SQL query, and then click the Test button to display columns in the source
database on the Field Mappings tab for specific field mapping options. You can schedule synchronization to occur on
an interval basis. If a matching field exists in the source database, the record will be updated in iSupport's Asset
database.

Use the Basics tab to specify the connection string, SQL query, authentication information, and synchronization
interval.

m Hame Asset Integration Definition

iald i . . . .
Field Mappings Connection 5tring | Serversserveraooc.com; database=active_assets; trusted connection=yes

Synchronization

S0L Query Select * from rdbassetzource
Authentication Windows
Username HWAdmin
Paszword sssmmeew

Test Connection

Active u Off

Interval 15 minutes E|

Microsoft SQL Server Source Name - Enter a name for the SQL Server source definition. This name will appear in
the list of integration definitions and in the Source field in the associated Asset record.

Connection String - Enter the connection string for accessing the source database.

SQL Query - Enter the SQL query string for accessing the asset-specific SQL columns in the source database. Click the
Test Query button to populate the SQL Columns field on the Field Mappings tab.

Authentication/Username/Password - Select the type of authentication to be used to access the source SQL Server
database: Windows Authentication or SQL Server Authentication. If using SQL Server authentication, enter the user
name and password for accessing the server. If using Windows Authentication, the database must have both of the
iSupport user IDs listed, with the db_owner and public roles.

Active - Select Yes to enable the Asset Synchronization agent that updates the records in the iSupport Asset
database with the information in the SQL source database.

Asset Synchronization Interval - Select the number of minutes in the interval for the synchronization to be
performed.
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Specifying Field Mappings

When the query connection is successful, use the Field Mappings tab to specify options for mapping the fields in the
source database to the fields in the iSupport Asset database.

Refresh Columns
Basics
Asset Name Column from Source MAKE E|
Field Mappings b Database
o -
Synchronization Attempt As=zet Type Mapping u Off
Aszzet Type Column from Source ID_TYPE E|
Database
Attempt Asset Owner Mapping On m
Default Owner Unassigned
Standard Fields Cuztom Field=
S0L Columns iSupport Columns Mapping
GUID = LOCATION = D = S¥MNC_KEY o
ID_T+PE L DT_PURCHASI MFG -= MFG
ID_INWVENTORY = DT_WAR_END MODEL -= MODEL
LOCATION DT_MAINT_EM - TG _MUMBER —= TAG_NUWMBER
OT_PURCHASI UNIT_COUNT SERLAL_MUMBER -= SERIAL_NU
OT_WAR_END [TEM_COST_PI -
DT_MAINT_EN UNIT_LABEL
COMMENTS
MAME - - -

Asset Name Column from Source Database - Select the asset name column in the SQL database that contains the
data to be synchronized.

Attempt Asset Type Mapping - Select:

« On to specify the asset type column in the source database for mapping to the iSupport asset type column. If a
value in the source does not match the corresponding value a predefined type, a new type will be assigned.

+ Off to assign the predefined iSupport asset type in the Default Asset Type field to all synchronized records.

Asset Type Column from Source Database - If On was selected in the Attempt Asset Type Mapping field, select the
column to be used for mapping the asset type in the source database.

Default Asset Type - If Off was selected in the Attempt Asset Type Mapping field, select the predefined iSupport
asset type to assign to all synchronized asset records.

Attempt Asset Owner Mapping - Select:

+ On to specify the names of the asset owner First Name, Last Name, and Email columns in the source database
and search for a matching asset owner in iSupport Customer Profiles.

If a value in the source database does not match, a new Customer Profile record will be created if Yes is selected
in the Create New Customer Profile if Mapping Fails field. If No is selected in that field, the customer in the
Default Owner field will be assigned.

« Off to assign the customer in the Default Owner field as the asset owner of all synchronized records.
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Owner First Name Column from Source Database - If On was selected in the Attempt Asset Owner Mapping field,
select the owner first name column in the source database to be used in the search for a matching asset owner in
iSupport Customer Profiles.

Owner Last Name Column from Source Database - If On was selected in the Attempt Asset Owner Mapping field,
select the owner last name column in the source database to be used in the search for a matching asset owner in
iSupport Customer Profiles.

Owner Email Column from Source Database - If On was selected in the Attempt Asset Owner Mapping field, select
the owner email column in the source database to be used in the search for a matching asset owner in iSupport
Customer Profiles.

Create New Customer Profile if Mapping Fails - Select:
+ Onto create a new Customer Profile record if a value in the source database does not match.
+ Off to assign the customer in the Default Owner field as the asset owner of all imported records.

Default Owner - If no owner mapping was attempted or Off was selected in the Create New Customer Profile if
Mapping Fails field, select the customer to assign as the asset owner for all imported records.

When you make an entry in the Connection String and SQL Query fields on the Basics tab and click the Test Query
button or Refresh Columns link, the SQL Columns section will be populated with the names of the columns in the
source database. The iSupport Columns field contains the columns in the iSupport's Asset database. To map a field,
select a field in the SQL Columns field and the corresponding field in the iSupport Columns field. Then click the =#
button. The associated fields display under Mapping. To remove an entry from the Mapping section, select the entry
and click the #= button.

Use the Custom Fields tab to map fields in the source database to the custom fields set up for both asset types and
the Asset entry screen. Then click Save to save your selections. The synchronization will occur when the Sync button
is clicked and/or on the interval set in the Asset Synchronization Interval field on the Basics tab.

Selecting Fields for Asset Synchronization
Use the Synchronization tab to synchronize iSupport’s Asset database with fields in a Microsoft SQL Server source

database; you'll select the mapped fields to be evaluated when the synchronization occurs. If a matching field exists
in the source database, the record will be updated in iSupport's Asset database.

Select the mapped fields to be evaluated when the synchronization occurs. If a selected matching
field exizts in the 2ource database, the record will be updated in iSupport's asset database. If no
selected matching fields exist, a new record will be created.

Basics

Field Mappings

o . Mame Tag Number Synchronization Key
Synchronization >
|:| Type |:| Serial Number Unit Count

Chwner Purchase Date Unit Label
D Manufacturer__| Warranty End Date Unit Cost
[C] Mogel Maintenance End Datel_| Unit List Price
Location

Specifying Precedence for Multiple SQL Data Sources

If you are using multiple sources for populating iSupport's customer, support representative, and asset data, use the
order of precedence link to specify the order of precedence if there are matching records. (For customers and
support representatives: a match on first name, last name, and email address; for assets, a match on name.) All of
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the possible data sources are listed; the top position has the highest precedence. If you are not using one of these
data sources, move it down in the list.

Name a Order of Precedence

Custome Support Rep Aszet

f utilizing multiple data sources for Support’s oustomer data,

LDAP Source drag and drop to specify the crder of precedence if there are
matching records (first name, last name, and email address
hain AD Syni matchl The entry at the top of the list is first precedence
Microsoft CRM Active Directory
LDAP
Direct Entry

mySupport Registration
Email Submitted Incident
Microsoft CRM

ROEB

Damino Directory

Importing Customer Data From a Microsoft Excel File

Use the Customer Import feature to import customer data from an Excel file. Note that this feature requires that
the Enable 32-Bit Applications setting is enabled for the application pool associated with iSupport.

Select spreadsheet to import Choose File | Mo file chosen Load
Worksheet Sheet] -
Assignee Barry White ¥
Tirnypeiert Sounnce: iSupport Columns Mapped Columns
5_APPROVED Fa LMAME=Last Mame
SYMC_KEY Callular FMAME=First Mame
Location a

Department PHOME=Phaon

- COMPANY=Compan

Click the Choose File button to select a Microsoft Excel file containing the customer information. Click the Load
button to populate the Import Source column with the columns in the spreadsheet. The worksheets in the file appear
in the Worksheet field; select the worksheet containing the data to import.

The Assignee field appears if you have the Service Desk Edition and Opportunity functionality is enabled; select the
support representative to populate the Assignee field for use with Opportunity functionality.

Map the columns in the Import Source list to the columns in iSupport.
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« Tomap a column, select a column in the Import Source list and in the corresponding column in the iSupport
Columns list. Then click the right arrow =+ button. The associated fields display under Mapped Columns.

« Toremove an entry from the Mapped Columns list, select the entry and click the left arrow # button.

When finished, click the Import button to execute the import.
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Configuring Custom Fields

To define fields for entering information specific to your company, go to Options and Tools | Customize | Custom
Fields. An unlimited number of text, keyword, hyperlink, date, selection, and date/time fields can be defined. You can
do the following with custom fields:

* Require custom fields to be completed before a work item is saved and/or closed

« Configure display based on defined conditions, and pull from a data source

* Map to a SQL data source and populate and synchronize options for list-type custom fields
+ Userules to set a custom field value

« Configure custom fields to appear when an associated asset type, CMDB type (SD Edition)

Note that in addition to these settings you can use the Category entry screen to enter custom fields that will appear
only when a category is selected in a work item screen, and use the Asset Type configuration screen to enter custom
fields that will appear only when an asset type is selected.

MySUpPOrt ACCess > Label Server O

Conditional Display Options ¥

Tooltip The operating system on the server.

Required on Save on ﬂ
Required on Close n Off

Type Check Box (
Data Source Mone v + rd
Options Mac,Windows, Other v 2]

Max Columns

Row - Enter the row number for the position of the field. Row one will be the first field, row two will be located under
the first field, and so on.

Label - Enter the label for the custom field.
Tooltip - Enter the text to display when a user hovers over the field with the cursor.

Required on Save - Select On to require the field to be completed before the record can be saved. Note: If an
inbound email rule uses an auto-close incident template and a required custom field does not have a default value,
the required custom field will not have a value in the closed incident.

Required on Close - Select On to require the field to be completed before a Closed status can be selected in a work
item.

Type - Select the format of the field. Note that for list-type fields (Checkbox, Multiple Selection List Box, Radio Button,
Single Selection Drop-Down, and Type Ahead) you can map to a SQL data source and populate and synchronize
options for a field; see “Pulling From a Data Source” on page 36 for more information.
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A Check Box field enables multiple selections; use the Max Columns field to enter the number of check boxes to
appear before a scroll bar is used.

A Currency field displays a dollar sign next to the field and allows entry of the numbers 0 through 9, a decimal
point, and two values after the decimal point. The dollar sign symbol that precedes a currency custom field is
controlled by the server's default language, but you can override it via a setting in the web.config file (located in
the directories in which the Desktop, mySupport portal, and Survey functionality are installed). The following tag
in the web.config file defines globalization settings: <globalization requestEncoding="utf-8"
responseEncoding="utf-8"/>

You can add a culture/language name setting to this tag to override the currency symbol; in the example below,
culture="en-GB" was added to change the dollar sign symbol to the English (United Kingdom) pound symbol.
<globalization requestEncoding="utf-8" responseEncoding="utf-8" culture="en-GB"/>

Note that the settings in the web.config file should be updated only as directed (via this guide or iSupport
Technical Support); failure to do so may result in data loss or corruption. See http://msdn2.microsoft.com/en-us/
library/system.globalization.cultureinfo.aspx for more information on defined culture settings.

A Date field enables entry or selection of a date in MM/DD/YY format; a Date Time field enables entry or
selection of a date (MM/DD/YY) and time. To disable manual entry in Date and Date Time fields and require the
user to select from the calendar popup, select Yes in the Disable Manual Entry of Date Time Custom Fields field
on the Advanced tab in the Custom Fields screen.

A Hyperlink field enables you to specify default text and a URL to appear in the field; the user can change those
entries. You can also leave the field blank and allow the user to enter the default text and URL.

A Multiple Selection List Box field enables the user to select multiple entries in a list. Use the Max Rows field to
enter the number of selections to appear before a scroll bar is used.

A Number Only field enables entry of the numbers 0 through 9 and a decimal point.

A Radio Button field enables only one selection; use the Max Columns field to enter the number of radio
buttons to appear before a scroll bar is used.

A Single Selection Drop-Down field enables selection of one item in a list.
A Text Area field enables text characters to be entered in a resizable field.
A Text field enables text to be entered in a one-line field.

A Type Ahead field initiates a search of matching options after a few characters are typed. This custom field type
is only used for fields that are linked with a data source.

Examples are shown below.

Check Box # Option 1 # Option 2 Option 3 Date Field B 03082018
Radio Button = Yes Mo | don't know Date/Time Field | @ | 03/07/2016 3:27:00
Text Area Single Option 1 -
Selection Drop-
Down
P f'.'1LI|ti|J|.E . Option 1
Text Field EE'?C“U” List ' optign 2
o Option 3
Currency Cnly $ (123 ) : ' '
Hyperlink iSupport's Web Site - Edit
Mumber Cnly 123

Options - This field displays when creating a radio button, checkbox, multiple selection list box, or single selection
drop-down. Enter or paste items into this field; separate each value with a comma or return and click the Commit
Iltems # icon when finished. Select items to specify defaults and drag items to change the order. Options can be
populated by and synchronized with a SQL data source; see “Pulling From a Data Source” on page 36 for more
information.
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Default Value - Enter a value to appear as an option in the custom field by default.
+ Todisplay the current date, enter @today

« Todisplay the date a specified number of days after the current date, enter @today+n (where n is the number of
days to add after today's date)

+ Todisplay the date a specified number of days before the current date, enter @today-n (where n is the number
of days to subtract from today’s date)

Max Columns/Max Rows - For Check Box and Radio Button type fields, enter the maximum number of columns to
display (the fields will wrap to multiple rows); for a Multiple Selection List Box type field, enter the maximum number
of rows to display (causing a scroll bar to appear).

To delete a custom field, click the row number and then click the Delete link. To delete multiple custom fields, select
the fields and click the Delete link. To edit a custom field, click the label link.

mySupport Access Options
Available to mySupport - Select On to enable the field to appear on a mySupport portal.

Select mySupport Portals with Access - If the mySupport Access field is enabled, select the predefined mySupport
portal interfaces on which the custom field can appear. Note: If custom fields are associated with more than one
level of a selected category set, the fields for all levels will display.

EBasics % Available to mySupport n Off
mySupport Access > Select mySupport portals with access ¥ hitp://example.com/user

Conditional Display Options  »

Conditional Display Options

Enable Conditional Display - Select On to enable the Conditional Display Options fields for configuring conditions
on which to base display of the custom field.

Basics Y Enable Conditional Display u Off
TySUDpOrt Access > Match @ A r + -
Conditional Display Options ¥
Department Code v | is 300 + — £
Budget Code r | is 500 + —

Use the Match <All/Any> field to specify whether you want every <field> is <value> search condition to be met, or any
configured condition to be met. Use the Add Condition * and Remove Condition = icons to display and remove a
<field> is <value> search condition. Click the Add Condition ¥ icon if you wish to include another condition. You can
use the Add Condition Group *** icon to put a set of search conditions to be evaluated together in a group.

In this example, the field will appear if the value in Department Code custom field is 300 and the value in the Budget
Code custom field is 500.
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Pulling From a Data Source

You can map to a SQL data source and populate and synchronize options for list-type custom fields. Use the Data
Sources tab in the Custom Fields screen to create a custom field data source definition, enter a connection string and
SQL query, and specify the synchronization interval.

Name Aszzet Types
FProblermr
Connection String server=.; database=cSupport; Trusted_Connection=True
Change
5QL Query select Type from ASSET_TYPES
Customer
Company
M
Asset Retrieve Items
Furchase
Items Cell Phone -
o Copier
Service Contract _
Desktop
Laptop
Configuration ltem Office Supplies
Printer
Knowledge Entry Server
Tablet
_ . Training
Opportunity Widgets i

i

Advanced
Active m Ne

Name - Enter a name for the SQL Server source definition. This name will appear in the list that can be selected in
the Data Source field in the Custom Field Definition dialog (if a list-type format is selected in the Type field).

Synchronization Interval 15 minute

Connection String - Enter the connection string for accessing the source database.

SQL Query - Enter the SQL query string for accessing the field options in the SQL database. Click the Retrieve Items
button to populate the Items field using this string.

Active - Select Yes to enable synchronization and update the Options list for a custom field with the information in
the SQL source database.

Synchronization Interval - Select the number of minutes in the interval for the synchronization to be performed.
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Using the Data Source for a Custom Field

After saving, the custom field data source definition will be available for selection in the Custom Field Definition
dialog. The Options field will be populated and will not be editable after synchronization.

Roww 5 El
my3upport Acoess Label Affected Item
Conditional Display .
Options Tooltip
Required on Save Cn H
Required on Close Cn H
Type Multiple Selection List Box E|
Data Source Asset Types B + rd
Orptions [[7] cell Phone -
|:| Copier e
|:| Desktop
[ Leptop
D Office Supplies
Max Rows 2
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Configuring Company Match Settings

Use the Options and Tools | Integrate | Company Match Settings screen to, during customer synchronization and
import, enable a check to be performed for existing customers who have email domains that match the domain part
of a new customer's email address.

If matches are found, the primary company associated with the customers with matching email domains will be
associated with the new customers being created. If multiple customer matches are found with the email domain
and they have different associated primary companies, the matching customers will be sorted based on last
contacted date and the primary company associated with the most recently contacted customer will be applied.

The Excluded Domains field is automatically populated with a list of known email domains that are personal in
nature; you can add or remove domains from this prepopulated list. To reset to defaults you can disable, save, and
then enable the email check.

If a company already existed and had an existing customer with a matching email domain, the company name in that
existing record will not change and it will be associated with all the new customers. It will retain its name and the
alternate company name(s) associated with the new customers in the original data source will be ignored.

If enabled, & customer's email address domain will be used when determining which company they should be & member of during sync

and impart.

U=e email domain for m Ho

company match

Excluded domains Ehexample . com +

i@aol.com

icatt. net
iE@comcast net
iwexample.com

ififacebook.com

- I A A A X

icrgmail.com
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Creating Company Statuses

Use the Company tab in the Options and Tools | Customize | Statuses screen to enter status labels that describe the
company. These statuses are for reference purposes only.

Statuses Search *
ncident Create Delets
Problem Label Position &
Change # || Prospect 1
Purchase # | | Vendor 2
Service Contract # Partner 3
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Merging Customer and Company Profiles

Use the Customer/Company Merge feature if you wish to consolidate multiple Customer or Company Profile records;
for example, if multiple Customer Profile records have been created for the same person or multiple companies have
merged. From a customer or company view, you'll select a master containing some or all of the data you wish to use
as well as other profiles that you wish to consolidate. (Note that selected profiles other than the master will be

deleted after the merge.)

See “Merging Company Profiles” on page 42 for information on merging Company Profile records.

Merging Customer Profile Records

To merge multiple Customer Profile records, select the records in a view and select Merge on the view component
Actions menu (this option will appear in customer and company views on the Desktop if you have the Customers |

Merge permission).

&ll Customers by Names

Actions + [

7 | Open

Social Client

+ 3 View Tour

i Approved Email Phone Source
B | New Customer
sji@rexample.com 360-357-1000
- Print
1 5ji@ex e 360-357-1000
:.‘}* Add to Group HEEEEEE
&* Remove from Group No 2ci@azure test Soo BEE-TTTE Direct Entry
&As&u{iate Cost Center No cfifgwicom Unspecified Email Sub...
ﬂ'ﬁﬁssu{iate Approval Cycle Yes pfiEgwicom 350-357-1000 Active Dire... |
f,‘:ha nge Approver Yes ag@gwicom 350-357-1000  Active Dire...
&Add to Company Yes example@example local 360-357-1000 mMySuppor...
Re from G
& Meve frem Lempsny Yes s@examplelocal 360-397-1004  Direct Entry
.M
wp VTR Yoz fflavarnnils losgl IEM.387, 1000 Diirgert Entry

ar

The Merge dialog appears as shown below. Select the profile you wish to use for iSupport functionality in the Master
Profile column and then select one of the following options:

« Take Master to use only the selected profile. The other selected profiles will be deleted.

«  Merge to Master to add data from the other selected profile(s) to the profile selected as the master.

i@ Johnson

Steve

Select the profile to use as a master. Then select:

360-357-1004 | Headguarters

LELSoft, Inc.

# Use Master to retain only the selected profile. The other profiles will be deleted.
# Merge to Master to add values from the other selected profile(s) to the profile selected as the master.

Work itemns using these profiles will be updated when the merge is complete.

Values cannot be merged onte a master that is from a source that is synchronized via directory integration.

iai

Administration sj@example.com

(@] Johnson

Stewven

360-357-1000 | Headquarters

LELSoft, Inc.

Administration sj@example.com | 8675309

Nao

Use Master Only Merge to Master
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If you selected Merge to Master, the fields in each selected profile appear for selecting the data to be retained in the
master profile.

Select the profile to use as a master Then select:

# Use Master to retain only the selected profile. The other profiles will be deleted.
» Merge to Master to add values from the other selected profile(s) to the profile selected as the master.

Work itemns using these profiles will be updated when the merge is complete.

alues cannct be merged onto 8 master that is from a source that is synchronized via directory integration.

Master Record: IEB::I Steve Johnson I_I Steven Johnson El |£|
First Mame: i) Steve E Steven El
Last Name: '_' Johnson El
Email: @) si@example.com | si@example.com El
| T

If a profile contains multiple items for an entity, click the Select Items to Merge link to select the items to be added to
the master.

Select the profile to use as 8 master. Then selech:

# Ise Master to retain only the selected profile. The other profiles will be deleted.
= Merge to Master to add values from the other selected profilefs) to the profile selected as the master.

Work items using these profiles will be updated when the merge is complete.

“alues cannct be merged ocnto 8 master that is from a source that is synchronized via directory integration.

Master Record: [F]=1Y| Merge Companies Zl =

Select the items to be added to the master profile.

[7] LBL services (1) v
LELSoft. Inc. ()

m

First Mame: 5t

H

Last Mame: 0 ko a
Email: G sj a
Phone: ) 36 Zl

Company:

©
o
Ll

Companies:

a ) Select ltems to Merge

Avatar: GO us Close a View

in

The following dialog will appear after clicking the Finish button:

Merging records will retain Steve Johnson; other selected profiles
will be deleted. Work items using these profiles will be updated.

[ OK ] ’ Cancel

After clicking OK, the master will be created and all records (incidents, problems, changes, etc.) that were associated
with the other selected profile(s) will be associated with the master profile. The other selected profiles will be
deleted.
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Merging Company Profiles

To merge multiple Company records, select the records in a view and select Merge on the view component Actions
menu (this option will appear in customer and company views on the Desktop if you have the Customers | Merge
permission).

B Mew Company

e Print
:3* Add to Group

All Companiss by Mame * 4 N View Tour

Il Open Primary
Contact

&) Remave from Group Chantrell, Aisz  955-BEE-T777 Southeast
@k 2ssociste Cost Center French, Tess  360-357-B000  Norhwest

g:‘-’ii Associate Approval Cycle Ryzn, Bob 350-500-95645  Morthwest

& Add Parent Company Johnson, Steve  360-357-1000 Hesdguarters

i Merge ]

Phone Location City State Region Industry

QT

The Merge dialog appears as shown below. Select the profile you wish to use for iSupport functionality in the Master
Profile column and then select one of the following options:

Take Master to use only the selected profile. The other selected profiles will be deleted.

Merge to Master to add data from the other selected profile(s) to the profile selected as the master.

Select the profile to use as 8 master. Then select:

# se Master to retain only the selected profile. The other profiles will be deleted.
» Nlerge to Master to add values from the other selected profilefs) to the profile selected as the master.

‘Work items using these profiles will be updated when the merge is complets.

Master Profile | Name « Phone Lecation Region Industry Primary Contact Company Relstionship
|':‘| LEL Services | BDD-555-2121 West
i@ | LELSoft, Inc. | 360-357- IDDD| Morthweest Division | Morth  Technology | Steve Johnson

Use Master Only Merge to Master
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If you selected Merge to Master, a dialog appears for selecting the data to be retained in the master profile.

Select the profile to use as a master. Then select:

» Use Master to retain only the selected profile. The other profiles will be deleted.
» Merge to Master to add values from the other selected profilels) to the profile selected as the master.

Work items using these profiles will be updated when the merge is complete.

Master Record: '@' LBLSoft, Inc. ':' LEL Services

[{]
[t »

Mame: LBL Services El
Primary Customer: El
Parent Company: El
Company Mumber: G 8544 @ | 555 El
Region: ) Morth & | west [=]
Phone: ™) 280-287-1000 ﬂ B00-555-2121 [=]
Industry: () Technology & El -

If a profile contains multiple items (such as groups) for an entity, click the Merge link to select the items to be added
to the master.

Select the profile to use as 8 master. Then select:

* Use NMaster to retain only the selected profile. The other profiles will be deleted.
* Nerge to Master to add values from the other selected profile(s) to the profile selected as the master

Weork items using these profiles will be updated when the merge is complete.

- GEIrCe e ﬂ
-
Merge Groups
&) Select ltems to Merge

Groups: ) Usel gejet the items to be added to the master profile.

Service Contracts: & Use

Executive Mgmt T 1
I:l . gmt Team {1} ] i) Select tems to Merge

I:l Platinurm Support Members {1}
Adobe Users (1) ]
Administrators (1)

Customer Others to Motify: & Use (71 Select tems to Merge
Rep Others to Motify: & Use ] (71 Select tems to Merge
Azsets: G Use ] ':::' Select ltems to Merge

Custom Fields: G Use ]

Attachments: &) ] (71 Select tems to Merge
Close

m

Incident Rule Group:

The master will be created after clicking the Finish button in the Merge Companies dialog, and all records (incidents,
problems, changes, etc.) will be associated with the master profile. The other selected profiles will be deleted.
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Creating Company Relationship Labels

Use the Related Companies feature to create a customizable structure of companies and assign multiple companies
to customers. After enabling the Related Companies feature in the Feature Basics screen, use the Company

Relationship Labels screen to define relationship labels.

Relationship Labels Search x
Create Delete
Label Position &
B2 Region 2 v
& Division

You'll use these relationships in the Company screen by clicking the Parent Company link to select a new or existing
company, and then selecting a defined relationship to the current company in the Company Relationship Label field.

Company RN T
I I I ! ) % T ? £iCompany ® Service Contract 4| Previous
- =) [ZECustomer 4fConfiguration Iltem [ Mest
Save Save and Close Print Delete Font Size Counters o
= = [ ilncident
File Display New MNavigation
Name LELSoft, Inc Parent LBEL Services - Clear
Company
Status Fartner El Primary Steve Johnson - Clear
. Iy
Cetails Address Groups COthers to Motify Assets Customn Fields History mySupport
Vendor Miscellaneous Attachments
Number REET
Region MNorth
Phone 380-3597-1000
Industry Technclogy
Location Headguarters

The structure appears when you click the View | Company Structure link in the Company screen.

Company Structure

=l~ LBL Services
LBLSoft, Inc.
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Configuring Screen Layouts

iSupport includes default layouts for the entry screens used by support representatives and the display and submit
screens used by customers on the mySupport portal. Use the Layout screens in each configuration module (except
CMDB) to modify these layouts and use fields and tabs that are specific to your company. You could create layouts
based on different types of users, different types of work, etc. Note that layouts configured via the Layout screen in
each module will not apply to smart phones; only layouts configured via the Mobile Settings screen will apply to the
mobile HTMLS5 interface.

You can assign different layouts to different asset types, and you can assign different incident, problem, and change
layouts to support representative groups, customer groups, categories. For incidents and changes, you can assign
different layouts to templates and hierarchy templates.

Layout Colaors Custom Menu Actions
Mame HR Issue Layout
Tutorlal Submitting HR Issues E| + 4

Default Yes “

More than one layout may be applicable to incidents, changes, and assets; for example, if a layout is associated with
the logged in rep's primary group as well as with the selected category for an incident. Use the Order of Precedence
link on the those list screens to specify which layout to use when more than one reference is applicable.

For Rep Client layouts, you can use the Preview button at the bottom of the Layout screen after adding required
fields to the form to display your layout. You'll need to select a record to use for displaying field data.

Use the Tutorial field to associate a tutorial that will display the first time the support representative accesses a
screen with the layout. A tutorial consists of a series of steps, each with an 800x600 image and tags that a user can
click to display an additional screen of content. Use the Create New * and View/Edit # icons to access the
Tutorials screen to create a tutorial or view/modify the selected tutorial; see the online help for more information. In
that screen you can associate a tutorial with entry screen layouts, configuration screens, Rep Desktop dashboards,
and mySupport dashboards.

Select the Default Layout checkbox to display the layout if none is associated with current support representative
group, customer group, category, incident template, or hierarchy template.

Configuring Customer Details

The Customer Details section will appear in the Incident and Change Layout configuration screens as shown below.

Customer Details

) Customer ID

Title HR Customer £ Dizplay Name
£ Company
Display Avatar E No @ Location
& Department
Display Microsoft® Lync® E No 9 Phone
Status € Email Address

Add a field - .
) Ticket Counts
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Use the Title field to customize the text to appear to the left of the search icon in the customer section; "Customer"
will appear by default.

To include the customer’s avatar (uploaded via the Customer Profile screen or the mySupport portal), select Yes in
the Display Avatar field. Use the Add a Field dropdown to select the fields to appear in the upper left Customer area
at the top of the Incident screen. Note that the Ticket Counts field will include Open, Closed, Suspended, and
Reopened links in the Customer section of the Incident screen as shown in the example below.

ﬁl m m = View Tour
H =X 1 o = [

!_\l.
(B

Save Save And Close Print  Delete Font Size  Add History Categorize Oweride Data Route Customer Templates

c~=;||

File Display Actions
HR Customer @ Status Open E| Azzignes  Stuart Copeland 'r"
Steve Johnson [g
LBLSoft Priority Low E| Created  S/12/2015 10:42:51 A
Headguarters Date
Administration Mumber FEJBE48274 Author Bamy White
i 350-397-1004
sji@example. local
B875309

Tidket Counts

17 Open 0 Suspended

0 Closed 0 Reopened

Use the Display Microsoft® Lync® Status field to include an icon that will display the Microsoft Lync status of a
selected customer in the Incident and Change screens and enable the support representative to access Microsoft
Lync functions. In order for the icon to appear, Microsoft Lync 2013 must be installed on your system, the support
representative viewing the incident must be using Internet Explorer, and iSupport must be in the intranet or added to
trusted sites.

Adding Fields and Tabs

To configure the Details section in the upper right section of the resulting screen, drag fields from the selector on the
left to the middle of the Details area on the Layout screen. For custom fields, you can either drag the fields under
Custom Fields individually or you can drag Custom Fields under List Items to drag all of the custom fields at once.
Required fields are designated with an asterisk in the selector on the left.

Main Layout
Details
" Basics
+} List tems
=l Custom Fields Status Assignee
- Server 05 Priorlty Created Date

{~ Department Code

i Number Author

i— Date Issue First Moticed

Budget Code

A [Separator] field is included for mySupport layouts; it will be blank after you drag it to the Details section or a tab.
You can enter a label for it or leave it blank, and it can be used multiple times for adding blank areas to your layout. A
Save Button option is included in Submit layouts; if you include it in your layout, the default Save button will still be
retained at the top of the Submit screen.

Tabs can display in a row above fields or to the left of fields on the lower half of the resulting screen. To add a tab,
click the Add a Tab button and then click on the new tab (named "Tab" by default). Use the Text field to enter the label
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for the tab. Click the Choose link in the Icon field to select a default or custom image to appear to the left of any text
entered as a label. (If no text is entered, only the selected icon will appear.)

Tabs

Orlentatlon Top E|
Add a Tab

|==zue
< Defaults + MNew Tab
Text Issue o -
." 2 s B A i “u
Farfe) Iy (&) | ; —> u
/ Wt s \ W S \, b e A N
Icon Choosze
P A B P
(@) FHA - ]
@ B = ® [
Description
Resolutlon

To add fields to the tab, drag fields from the selector on the left side of the Layout screen to the middle of the section
below the Icon field.

Details
& Basics
1~ List Items
Custom Fields
Azzets
i Tabs
Scans
Attachments
. Orientation Top T
emal Links

Configuration Items
Cthers to Natify

Azsociated Work Itemns

& Custom Fields History
Text History
lcon Choose
History
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Configuring Fields

After adding a field, click the Configure Field £ icon to enable or disable the field label, enter the field label, and
select the field label width (which is a percentage of the column in which the field is included). Note that the label
width will not be applicable on list fields that display a label above the field.

Display Label: | Yes
—

Label: History
Lebel Width:  25% o

An Override Label field will be included for mySupport layouts; select Yes to enter a field label that is different from
the default. Note that this label will override any text that may be entered via the Resource Editor. See the online
help for more information on the Resource Editor.

Crweride Label: | Yes
Sl

Lzbel: Catagory
Lzbl Width:  33% o
Prompt: Yes

A Prompt field will be included for the Category field on mySupport layouts; enable it to initially display the Category
Select dialog when the Incident or Change Submit screen appears.
Configuring Priority-Based Background Colors

Use the Colors tab to configure the priority-based background colors for the upper portion of the Incident, Problem,
and Change screens. You can choose from the color picker or input an HTML color code.

Layout Colors Custam Menu Actions

Low Priority Color -

Medium Priority Color

High Priority Color

Emergency Priority Color
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Configuring Custom Menu Actions

Use the Custom Menu Actions tab in the Layout screen to create a new tab, and link via an icon to a URL.

ayou Colors Al lanu
Tab Name:
Text: Google
URL: ttpc /ey E0OE |B.COm
lcom:  Chooss
"F rh
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Configuring Rules for Customer Profiles

Overview

Use the Customer Rules screen to create rules that will perform actions when specified conditions are met. Unlike
incident and change rules, customer rules are not included in rule groups. Customer rules are evaluated when a
Customer Profile is saved; if conditions are matched, their actions are performed. You can execute a rule on a one-
time basis via the Run rule button. This functionality can be used to automatically:

* Change values in Customer Profile fields
+ Send a notification

« Add or remove a mySupport portal URL and options

Basics
Mame LBLSoft mySupport Cpticns
Active u Off
Configure Conditions
Rule type is On Customer Save M o

b

Match | Al v | of the following conditions: +

Company r Is ¥ LELSoft g | -

Configure Actions

rmySupport Options v Add r http:ffcsdocfuser v | and Staff Options v +

+ Add or remove a mySupport portal URL and options for mobile use

+  Execute a webhook for posting Customer data to a web application

Creating Rules

Rule creation involves entering a name for the rule, selecting one or more conditions and then selecting one or more
actions to perform if those conditions are met. You can use the Active button to prevent the rule from executing after
every save of a Customer Profile record.

Configuring Conditions

Use the first Match <All/Any> of the Following Conditions field to specify whether you want every configured
condition in this rule to be met, or any configured condition in this rule to be met.

Match | all | of the following conditions: e | 2
Any
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Use the Add Condition ¥ and Remove Condition = icons to display and remove a set of condition dropdown fields
(a list of fields, a list of comparison methods, and a list of values applicable to the selected field) to evaluate upon
save of a Customer Profile record. In the Select a Target dropdown, select the field to evaluate.

Match | Al = | of the following conditions: 4 -

Company r

v LBLSoft 4| =]

Assignes -

Companies

Company Status
Custom Field
Departrent

Email

Email - Auto-Submitt=d
Ernail - Body

Ernail - CC

Email - From

Ernail - Subject

Email - To

Ewvent

Exclude From Saarch
Followup Data

Groups

Location

Primary Group

Source

Source rmySupport Portal
Title

Unsubscribe Status

In the next dropdown, select the comparison method.

Match | Al = | of the following conditions:

Company r Is r LELSoft

Has Changed
Has Changed From

Is Mot
Is Mot Set
Is Set

Note that:

+ Contains returns a true result if the value is included in the field but other characters are included in a field as
well; the value can be embedded in a word.

« Isreturns a true result if the value is the only set of characters included in a field.

Finally, if Is or Is Not is selected as a comparison method, select the value to be used with the comparison method.

Match | all | of the following conditions: + -
Company T Is r E
iSupport Software -
LEL Services
LBLSoft
-
DS ra Commlve Dlarmndt
~Items 1-6 out of &

Click the Add Condition * icon if you wish to include another condition. You can use the Add Condition Group **
icon to put a set of conditions to be evaluated together in a group.
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Configuring Actions

Use the Actions section to select the actions to perform when the conditions are met. After creating the first action
you can use the Add Action ¥ icon to create another action. Use the Remove Action = icon to remove any action
lines.

Configure Actions

+ Change a field by selecting Change, the field to change, and the value to change it to.

Change v Approved to Access mySupport 7 | To ho
Assignes
Can Add Others to Motify
Can Edit Rate

Can Search Incident Archive
Can Salect Vendor

Can Submit Purchass
Can View Service Cost
Can View Work Items
Company

Custom Field

Crefault mySupport Portal
Exclude From Search
Followup Date

Groups

rmySupport User Name
Secondary User Name
Unsubscribe Status

+ Execute a configured webhook for posting Customer data to a web application.

Executs Wabhook T Customer Webhook v =+

+ Send a notification via desktop notification or email.

+ Desktop notification: To display an entry in the Notification E list on the Desktop, select Notify - Desktop,
one or more recipients, and the text to appear in the Desktop Notification dropdown and/or popup.

Configure Actions

=t Recipients — E| — Salect Support Reps — E| — Salect Support Groups — E| MNew Assignment

Approvess X White, Bamy X Trainers X

Assignee X
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Options on the Desktop Notifications tab in Preferences (accessed by clicking the avatar/login) determine
whether or not an entry will appear as a popup or list entry. An example of a desktop notification popup is
shown below:

An example of the dropdown is shown below.

Motification Center

™ Alert (1)

Excessive Emergency Incidents v
30 minutes aqo

@2 Headline (1) x
Systern down this weekend ]
17 hours ago

A Incident (1) %
Mew Emergency Incident ]
SEEEDAST16A

2 hours 3ga

B survey (1) x®
Sunvey Submission Received ]
How'd e Do?

2 hours 3ga

« Email: If sending a notification via email, select Notify - Email, the recipient, and the notification to be sent.
Configure Actions

Muotify - Email |E|| Customer EI With | Defaul Motification |E| Rule Mat - Cust

Azsignes - First Rep to Motify
Assignee - Second Rep to Notify
Azsignes (viz email)

.ﬂ.ssi:nae-'i\.'ie E‘ce‘:

Email Sender

Selected Customer

Selected Customer Group
Selected Support Rep
Selected Support Rep Group

Use the Create New * and View/Edit # icons to access the Custom Notification screen.

Motify Customer ¥ | With | Default Notification RuleMet-Cust v | @ | | £ <
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Click the Show Notification @ icon to display the contents of the selected notification.

Rule Met - Cust

Subject

[iSuppaort] Your Customner Profile Has Been Updated
Body

Your profile has been updated to inclede the following:

< Fields Updatad by Rules>

« Add or Remove mySupport Options by selecting mySupport Options, Add or Remove, the mySupport portal
URL, and the mySupport portal options.

Mobile mySupport Options ¥ Add r hitp://esdoc/user ¥ | and | Staff Mobile Options * | | o

+ Add or Remove Mobile mySupport Options by selecting Mobile mySupport Options, Add or Remove, the
mySupport portal URL, and the mySupport portal options to assign for mobile use.

Mabile mySupport Options ¥ Add v http:ffcsdocfuser | and | Staff Mobile Options  * +

Printing a Rule

Click the Print button to display a summary of your entries; you can click the Print link in the dialog to send the
information to the printer.

Rule Name:  LELSoft mywSupport Options

Active: s
Target Entity: Customer
Type! Om Save

Conditions: ~ Match zll of the following conditions:
If Conpamy is LELSoft
Auctions: Will add to Associsted mySupport Orptions: hittp:)/blsoft/user and Staff Options

Print Closa Windows
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Configuring Password Complexity, Expiration, and Login Locks for
Customers

If you are not using Microsoft® Windows-based authentication with iSupport, you can use the Customer Security
screen to enable password security options and configure locks to prevent a customer who has exceeded a specified
number of failed login attempts from logging in.

Configuring Password Complexity and Expiration

Use the Password tab to enable a Forgot Password link, password expiration after a specified number of days, a
previous password check with a specified number of previous passwords, and minimum password requirements.
You can also force a password reset for all customers.

Enable Password Expiration u Mo

Failed Login Locks Expire Password After &0 days

Failed Login Log

Warn Customer 1 days before expiration
Locked Customers
Enable Previous Password Check u Mo
MNumber of Previous Passwords 2

Minimum Password Requirements
Minimum Characters

=
At Least One Special Character u Mo

At Least One Numeric Character Mo

At Least One Uppercase Character u Mo

At Least One Lowercase Character Mo

Force Password Reset for All Customers

Enable Password Expiration - Select Yes to specify a number of days after which a newly entered login password
will expire. The Password Expiration Warning dialog will display to the customer after every login via the mySupport
portal until the configured time frame has been reached. The expiration timeframe will be based on the last time a
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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.
L

. -
@ | S L @ Your password wil expire in 1 day.  Reset Password or Do Not Show Again = X

Event Calendar Home Knowledge Add

View Training Schedule Tutorial

Welcome to the Staff Support Center

Expire Password After xx Days - Enter the number of days after which a newly entered login password will
expire. The expiration time frame 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.

Warn Customer xx Days Before Expiration - Enter the number of days before the expiration date in which to
display the Password Expiration Warning dialog.

Enable Previous Password Check - Select Yes to compare a customer’s new password with a configured number of
the customer’s previous passwords and prevent use of a matching password.

Username Steve Johnson
Current [ TITTTTT ) I
Password

HNew Password

Re-enter
Password

Number of Previous Passwords - Enter the number of passwords to check against a customer’s new password.
Minimum Password Requirements

Use the fields in this section to require new passwords to contain at least one special character (not a number or a
letter), numeric character (0-9), uppercase character, and lowercase character, as well as a minimum number of
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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

New Password

Re-enter Password

Login

Note that configured password requirements will be enforced when you enter a password in the Customer Profile
screen.

Minimum Characters - Enter the minimum number of characters that a customer can use in a newly-entered
password.

At Least One Special Character - Select Yes to require a customer’s newly entered password to contain at last one
special character that is not a number or letter.

At Least One Numeric Character - Select Yes to require a customer’s newly entered password to contain at least
one number.

At Least One Uppercase Character - Select Yes to require a customer’s newly entered password to contain at least
one capital letter.

At Least One Lowercase Character - Select Yes to require a customer’s newly entered password to contain at least
one small letter.

Force Password Reset for All Customers - Select this button to, for each customer, display the password reset
dialog the next time the customer logs in and require a new password to be entered.
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Configuring Failed Login Locks

Use the Failed Login Locks tab to configure locks to prevent a customer who has exceeded a specified number of
failed login attempts from logging in. You can set a timed lock, an email lock requiring login via a link in an email, or a
support rep lock which requires an administrator to reset the login lock.

The locks below enable you to prevent a customer who has exceeded a specified number of failed login attempts
Password from attempting another login until the conditions required wo remove the active lock are met.
Failed Login Locks ¥ The three types of locks are ordered when used in combination; if you enable more than one, the number of

agin attempts must be progressively larger starting with the timed lock.
Failed Login Log Timed Lock Enabled u No Reps to Notify
Locked Customers

After | 1 failed login attempts, prevent login for| 2 minute(s).
Stuart Copeland "

* Motifications

Support Reps iSupport Default r . rd
Locked iSupport Default v = I
Customer

Email Lock Enabled u MNo

After| 4 failed login attempts, prevent login and email the customer an

unlock link.

P MNotifications

You can use the Failed Login Log tab to display information on customers who have unsuccessfully attempted a
login, and the Locked Customers tab to display those who are locked out due to exceeding the configured number of
failed login attempts.

You can send notifications for each type of lock; support representatives selected in the Reps to Notify field will be
notified for each notification selected for a lock. These notifications can be customized via the Custom Notifications
screen. The three types of locks are ordered when used in combination; if you enable more than one, the number of
login attempts must be progressively larger starting with the timed lock.

Email and Timed Locks

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

« A more restrictive email lock 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.
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Support Rep Locks

An even more restrictive support rep lock prevents the customer from logging in until a support representative
unlocks his/her customer profile. A configurable message will appear to the customer if the configured number of
failed login attempts has been exceeded.

Username CA

Password

To configure a support rep lock, select Yes in the Support Rep Lock Enabled field, enter the number of failed login

attempts, and select notifications to be sent to the support representative and customer if applicable. You can use
the Support Rep Lockout Content Enabled and Support Rep Lockout Content fields to configure the content of the
message to appear to the customer after the number of failed login attempts has been exceeded.

Support Rep Lock Enabled n Mo

After| 5 failed login attempts, prevent login and require Support Rep action to unlock.

* Motifications

Support Reps iSupport Default r + | 7

Locked Customer iSupport Default r + *

Support Rep Lockout Content Enabled u Mo

Support Rep Lockout Content
VY - -B 7 ULpg-&@80-o-
R | RO

M5 Sans Serif = 2 = Morma - A~

Access s locked. Contact a support representative to reset access.

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.
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+ Select the Unlock Access option on the Actions menu on the Locked Customers tab or Locked Customers view
on the Desktop.

Locked Customers - lfl ] 7

g‘aﬁ.ssn:iata Approval Cycle
3& Changs Approver

& Add toc Company

& Rermiove from Comipany

FY
Name Login Secondary Login Phone

Lowe, Darren Diarren Lowe Unspecified 360-357- 1000

4 Merge
i:}:- Add Can View Service Cost Permission
ﬁ; Rermove Cam View Sarvice Cost Permission
ﬂ.'-Delete
D Send Survey

; _' Send Comespondence

| | Unlock Aocess \

P o
fx Export -
Unlock Access i l =

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

Customer Wiew

I I I ! =T x T =] [EEjCustomer » [-gComespondence §f Configuration Item Frevious
= —_— = ﬁﬂlnu’dent IEE-UNE],I' i@ Opportunity Mext
Save Save And Close Print Delete Font Size Counters . .
- - Fachange / Serice Contract [53Meeting

File Display New Mavigation

is profile has been lodked; olick Unlodk to reset acoess

Christine

Apple

caif@gwi.com

Fhone 380-397-1000
0§

Details Address mySupport History Groups Orthers to Motify Assets Custom Fields Vendor Miscellaneo|
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Configuring Unsubscribe Settings

Go to Core Settings | Email | Unsubscribe Settings to configure unsubscribe links and text that will be appended to
outbound email correspondence, enabling customers to unsubscribe and prevent email from being sent by support
representatives via the Desktop, Customer Profile, and Opportunity screens. You can configure links to launch a new
email or mySupport. A customer’s unsubscribe status can be changed; see “Changing a Customer’s Unsubscribe
Status” on page 63 for more information.

o -

Include Unsubscribe Text

mySupport Link Text

Email Link Text

Email Link To Address

Click here

Click here

unsubscribe@example.com

Unsubscribe Text: Include Field

Vo= i 2-C-8 5 U

B8-&

1~ O~ aa

=.1;. iE =

MS Saris ':5-"-' - = Momma - 1 -

To launch mySupport and unsubscribe from future email not related to incidents, <URL to mySupport Unsubscnbe=.

To launch vour email cliznt and unsubscribe from future email not related to incidents, <URL to Email Unsubscribes>.

Configured links and text will be appended to outbound email correspondence as shown in the example below:

Hella,

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

Barry

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

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

A customer’s profile contains their unsubscribe status; see “Changing a Customer’s Unsubscribe Status” on page 63
for more information.

To configure this feature:
+ Complete the fields in the Unsubscribe Settings screen.

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

+ Use the Customer Layout screen to add the Unsubscribe Status field to the Customer Profile screen.
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Completing Unsubscribe Settings Fields

Use the following fields to configure unsubscribe links and text that will be appended to outbound email
correspondence.

Include Unsubscribe Text ﬂ Off

mySupport Link Text click here

Email Link Text click here

Email Link To Address unsubscribe@example.com
Unsubscribe Text: Include Field

Vo= h D-C-3 7 LE-&B0-0- WS

. . £E 22 :

To launch mySupport and unsubscribe from future email not related to incidents, <URL to mySupport Unsubscnbe®.

‘M5 Sans Serif + 2« MNoma - A~

To launch vour email client and unsubscribe from future email not related to incidents, <URL to Email Unsubscribe.

Include Unsubscribe Text - Select Yes to display fields for configuring unsubscribe links and text that will be
appended to outbound email correspondence.

mySupport Link Text - Enter the text to appear for the link that will launch the mySupport portal and an
Unsubscribe dialog for the customer to enter their email address. This link corresponds to the URL to mySupport
Unsubscribe include field, so be sure to use that include field in the Unsubscribe Text field.

'@ iISUPPORT

Email 1

Submit

Email Link Text - Enter the text to appear for the link that will launch the user's email client and create a new email

as shown in the example below. This link corresponds to the URL to Email Unsubscribe include field, so be sure to
use that include field in the Unsubscribe Text field.

To. unsubscribe@example, com

=9

Send

CCo,

Subject Unsubscribe

To ensure proper proce ssing, do not edit or remove any of the information be lowe.

Please unsubscribe e from your emails.

kustomer Ref ID: eea?c351-d77b-defe-Oced-21a844251 de

iSupport Software
Page 62



Email Link To Address - Enter the email address to populate the To field in the email launched when the user clicks
the link text entered in the Email Link Text field.

Unsubscribe Text - Enter the text that will be appended to outbound email correspondence sent by support
representatives via the Desktop, Customer Profile, and Opportunity screens. Click the Include Fields link to insert the
URL to mySupport Unsubscribe include field for launching the mySupport portal Unsubscribe dialog and/or the URL
to Email Unsubscribe include field for launching the user’'s email client and creating a new email.

Changing a Customer’s Unsubscribe Status

After a customer has unsubscribed, the status in the Unsubscribe Status field in the Customer Profile screen will
change to Unsubscribed. Other options for the Unsubscribe Status field include:

+ Do Not Include Unsubscribe Text to enable correspondence to be sent without the configured links

* Include Unsubscribe Text to enable correspondence to be sent with the unsubscribe links

WView

Save SaveAnd Close Print Delete Font Size Counters Customer Incident Change Comespondence Survey Cg

File Display Mew
First Mame Steve Phone I80-397-1004
Last Mame Johnson Company LBLSoft
i Email sj@example. local Created 12014 7:37:04 AM
= | Ciear Date
Unsubscribe Include Unsubsoribe Text El Created By Bamy White
Status ; : ;
Do Not Include Unsubsaribe Text Modified /272014 11:23:40 AM

Include Unsubsoibe Text Date

Unsubsoribed

Medified Bamy White
By

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

You can use the Add Unsubscribe Status condition in a Customer rule to perform an action such as changing a
customer profile field value or sending a notification based on the unsubscribe status. You can also change the
unsubscribe status via a customer rule action.
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Configuring Webhooks

Use the Webhooks screen to configure webhooks for posting iSupport data to a web application. You will specify a
web application URL for iSupport to post data to and the fields containing the data you want to receive, and iSupport
will post the field data to the URL when configured rule conditions and time frames are met.

In the Webhooks screen, enter the name of the webhook definition that will be used in the Rule screen and URL to
which iSupport data should be posted. Drag the iSupport data source fields containing the data you want to receive
into the frame on the right, and enter the corresponding fields on your web form in the Parameter Name column.
Note that you can drag field rows vertically to reposition fields.

MName ncident Webhoo
URL O —————
Parameters
Basics iSupport Field Parameter Mame
O e
Status
Status Identifier n Assignee Azsipnee
Pricrity
Azsignes n Customer Custome
Azzignes Identfier

Use the applicable Rule screen to configure the conditions and time frame on which the post action will occur. Select
the rule type, enter the condition(s) to be met in order to initiate the post, select the Execute Webhook action, and
then select the webhook definition. Be sure to add the rule to a rule group.

Basics Rule Groups

Mame ncident Webhook Rule

Configure Conditions

Rule type is On Incident Save - aQ
Hours of Operation: Nans - + #
fatch = | of the following conditions

- Is » | Categorization: Web Site - Access Reguest

iSupport Software
Page 64



Copyright

©Copyright 1995-2016 Groupware Incorporated. Under the copyright laws, neither the documentation nor the
software may be copied, photocopied, reproduced, translated or reduced to any electronic medium or machine-
readable form in whole or in part, without the prior written consent of Groupware Incorporated, except in the
manner described in the documentation.

All Rights Reserved.

Groupware Incorporated d.b.a. iSupport Software
110 E 17th Street

Vancouver, Washington 98663

Phone: 360-397-1000

Fax: 360-397-1007

iSupport and mySupport are registered trademarks of Groupware Incorporated. Microsoft, Microsoft Windows,
Microsoft SQL Server, Microsoft Active Directory, Microsoft Lync, and Microsoft Windows NT are either registered
trademarks or trademarks of the Microsoft Corporation in the United States and/or other countries. Adobe and
Adobe Acrobat Reader are either registered trademarks or trademarks of Adobe Systems Incorporated in the United
States and/or other countries. Apple, iPad, and Safari are trademarks of Apple, Inc., registered in the U.S. and other
countries. GoToAssist is a registered trademark of Citrix Systems, Inc. ITIL is a registered trademark of AXELOS
Limited. All other product or service names mentioned herein are trademarks of their respective owners. Groupware
Inc. makes no warranties, expressed or implied, including without limitation the implied warranties of
merchantability and fitness for a particular purpose regarding the software. Groupware Inc. does not warrant,
guarantee, or make any representations regarding the use or the results of the use of the software in terms of its
correctness, accuracy, reliability, currentness or otherwise. The entire risk as to the results and performance of the
software is assumed by you as the customer. The exclusion of implied warranties is not permitted by some
jurisdictions. The above exclusion may not apply to you as the customer. Officers, employees, or may not be held
liable to you as the customer for any consequential, incidental or indirect damages (including damages for loss of
business profits, business interruption, loss of business information and the like) arising out of the use of or inability
to use the software even if Groupware Inc. has been advised of such damages, because some jurisdictions do not
allow the exclusion or limitation of liability for consequential or incidental damages, the above limitations may not
apply to you as the customer.

Portions of iSupport are derived from works created by the following companies; all rights reserved.
- Licensing software developed by XHEO INC (http://www.xheo.com)

- Some icons provided by VistalCO.com

- HTML parsing functionality from HTML Agility Pack by Simon Mourier (simonm@microsoft.com)
- Text Editor toolbar functionality from Telerik (www.telerik.com)

- Charting functionality from Visifire (www.visifire.com)

- Twitterizer functionality copyright (c) 2010, Patrick "Ricky" Smith (www.twitterizer.net)

- json.NET functionality copyright (c) 2007 James Newton-King (www.james.newtonking.com)

- http://www.fatcow.com/free-icons

- Bootstrap functionality copyright (c) 2014 Twitter, Inc (www.getbootstrap.com)

- Timeline functionality from Vis.js copyright (C) 2010-2015 Almende B.V.

- SQL Server Maintenance Solution, copyright (c) 2013 Ola Hallengren. The software is provided "as is", without
warranty of any kind, express or implied, including but not limited to the warranties of merchantability, fitness for a
particular purpose and noninfringement. In no event shall the authors or copyright holders be liable for any claim,
damages or other liability, whether in an action of contract, tort or otherwise, arising from, out of or in connection
with the software or the use or other dealings in the software.

iSupport utilizes or integrates with several third party applications and resources such as Twitter®, Facebook®,
Microsoft® Internet Explorer®, Mozilla® FireFox®, Google Chrome™, Apple® Safari®, and jQuery. Changes in these
external applications and resources may have a negative impact on functionality in iSupport. Depending on the
nature and degree of the change, iSupport will, at its discretion, revise the current version of iSupport or make a
corrective change in a future release of iSupport.
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