E/ Configuring iSupport Service Catalog Functionality

Service Catalog functionality is available if you have the Service Desk edition; it enables customers to request
services, products, policies/procedures, etc. utilizing Change and Purchase templates.

Overview

Basic Configuration

+ Go to the Service Catalog tab in Core Settings | Feature Basics to enable this functionality.

+ Go to Options and Tools | Automate | Templates to create purchase and change templates to associate with
service catalog entries. See the online help for more information.

+ Go to Options and Tools | Automate | Service Catalog to create a section of request entries for display on the
Desktop and mySupport portal. See “Creating Service Catalog Section Entries” on page 2 for more information.

« If displaying a service catalog to customers, use the mySupport | mySupport Navigator screen to add the service
catalog as a link on the mySupport portal. See the online help for more information.

« If associating costs with services, control display of those costs to customers via the Can View Service Costs
field in the Customer Profile screen (accessed via the Desktop menu) and Customer Profile views on the Desktop.
See the online help for more information.
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Creating Service Catalog Section Entries

Use the Service Catalog Section screen to create a section of request entries for display on the Desktop and
mySupport portal. Enter the section name and then click the Group Access link if you wish to restrict display of the
section to selected support representative and customer groups.

Click the New Root Service Request link to create the top level entry; this entry will appear in the catalog screen.
Complete the fields that appear on the right and click the Finish Edit button. To create a lower level entry, select an
entry and click the Add link.

mySupport Service Catalog

e assistance and troubleshooting.

Catalog Section Configuration Screen

Service Catalog Servipes Service Catalog Section Customer Services Group Access
Section
Positi : E| Placeholder es Position

ositicn

-
Image I.i
Group Access ;
Image: 7 fes
% Header Title Click Here for Cost Details
. Header:

Root Service Custome
Request Entry Costs will billed automatically to your department.
MNew oot Service Request | Expand All |
Collzpse All
#dd | Edit | Delete

S

Name - Enter the text to appear for the entry. If it is a root service request entry, the name will display in the catalog
section on the Desktop and mySupport portal.
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If it is a lower level request entry, the name will display in the request screen as shown below.

Customer Services

- Mame: Laptop - Windows
4+ [¥] customer senvices ($250.00) NS ociared Cont o000
Lower a Accounting Application Training... & Run complte disgnostic test install company sppicstons
:Z\;(i:est— 4 Au:u:u:-unting Training A
:"a‘:nr);s Au:u:u:uuntingTraining{51c-|:-_|:-|:-:| To attach a file, drag and drop the file or click Sele

Securlty Clearance Request @
[l Company Orientation ($30.00) ] Select File Drap fife fere ro upload
4 [Vl workstation Configuration

8

@ Laptop - Macintosh {s75.00) @

(Ol webinar Registration

Placeholder - Select Yes to display the entry without a link, custom fields, configuration item, or associated Change
or Purchase template.+
Catalog Section Configuration Screen

Service Catalog Services Service Cataleg Section Customer Services
Section
" Placeholder Yes No
Position 1
# Add | Remove

Image
Group Access 3;‘.
Image: 3 ~ad

Header Title Click Here for Cost Details

ik

Header:
Root Service Request Customer Serv E| .

Caosts will billed autormatically to your departrment
Entry
Mew Root Service Regquest | Expand All | Collzpse All
Add | Edit | Delkete
;

The placeholder will appear as follows in the Request screen. The name will appear in the tree on the left and the
name, image, and description in the frame on the right.

Customer Services

-

gy name Customer Services

%

Training and IT services

4 DAchunting Application Training ($50.00) &

4 DAccnuntingTraining v]
Placeholders___|

[C] Accounti ng Training {5100.00)

[¥] security Clearance Request ]

[l Company Crientation {350.00) ]
»- [ warkstation Configuration

© Laptop - Windows {$100.00) (/]

© Laptop - Macintosh (§75.00) (]

[E] webinar Registration
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Link/URL - Select Yes to display the entry as a link that will display a web page when clicked. Then enter the URL of
the web page to appear.

Catalog Section Configuration Screen

Service Catalog Services Service Catalog Section Webinar Registration
Section
- Link Yes No

Position 1

URL http:/fwww. isupport.com
Group Access
Image: ? Add Required Yes [

ol

Image @ Add

Root Service Customer Se E| il

Request Entry
Description:
Webinar Registration

Mew Root Service Request | Expand All | Collapse All
Add | Edit | Delete
=l Customer Services g

=} Accounting Application Training &+

- Accounting Training

L. Security Clearance Request
- Company Crientation
,_| Workstation Configuration

L Laptop - Windows

i Laptop - Macintosh

L Webinar Registration

The entry will appear as a link that will display a web page when clicked.

Customer Services

d [ :ﬂll Mame: Customer Services

*

Training and IT services

4 DAchunting Application Training {550.00) &
d DAchuntingTraining ]
([ Accou nting Training {5100.00)
[¥] security Clearance Request ]
[ Company Crientation {$50.00) ]
4 [Clwarkstation Configuration
© Laptop - Windows {$100.00) (V]

@ Laptop - Macintosh ($75.00) (]

D Webinar Registration

Template Type/Template - If the entry is not a link or placeholder, select the type of template (Change or Purchase
Request) that will create a record if the entry is selected. Then select the predefined Change or Purchase Request
template. Any configured Change or Purchasing custom fields will display on the service request screen when the
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entry is selected. An exclamation point icon will appear if the custom fields are required in order to submit the
request.

Service Request Purchase Custom Field
Customer Services
Mame: Accounting Training
o
4 Customer Services ($150.00) :
= Accnunting Application Training... &
Accounting Trainin
4 A g g
Budget Code: 1
Accounting Training ($100.00)

If you select a purchase request template, the line items in the template will appear on a separate line to the user.
The Total Cost amount will include the dollar amount of selected line items.

Service Request

Total Cost includes line item amounts Line item from Purchase template
|
Marme: Accounting Training
4 Customer Services ($250.00) Quantity: 1 .
a AccnuntingApplicatiDn Training {... & Rate: £100.00 :
4 AccnuntlngTralnlng ] Armstnt: £100.00
Azzet Type: Training
¥ Securlty Clearance Reguest V] Wendor: Technelogy PCS (Company)
=l Company Crientaticn {$50.00) ] Delivery Date: m
4 [V waorkstation Configuration Expected Date:
@ Laptop - Windows ($100.00) ]
. Comments:
) Laptop - Macintosh (§75.00) ]
[ webinar Registration

Required - Select Yes to require the entry to be selected before the request can be submitted. Required entries are
displayed in bold.

Service Request

Customer Services

4 [ ﬂ-l'“ Mame: Customer Services

4 DAchuntingApplicatinn Training {S50.00) &
Training and IT services

a4 DAchuntingTraining &
=l Accounting Training {5100.00)
Required
entry [¥] Security Clearance Request v}

Radio Button - This field appears if the entry is not a root service request entry. Entries appear with checkboxes by
default; select Yes to display the entry as a radio button. If you designate an entry as a radio button option as shown
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in the example below, all entries at the same level must be radio button entries. Radio button entries appear in italics
in the tree on the left in the Service Catalog Section Configuration screen.

Catalog Section Configuration

Service Catalog Services Service Catalog Section Laptop - Windows
Section
. Placeholder Yes “
Position 1
Group Access Link Yas “
Image: @ bord Template Type Change Purchase
E
Template Configur E| += ra
Root Service Customes E|
Request Entry
Required Yes n
MNew Root Service Reguest | Expand All |
Caollzpse All
Add | Edit | Dilets Radic Button Yes Ne
= Customer Services g
. . . % Add | Remove
=} #ooounting A pplication Training & Image
Accounting Training e
Security Clearance Request Description:
Company Crientation Run complete dizgnostic test. install company applications.
‘i_| Workstation Configuration
Laptop - Maciniosh
Webinar Registration
The radio button will appear as follows in the Service Request Screen:
Service Request
Customer Senvices
- Mame: Laptop - Windows
= 1 = [ Sy W) Fau's .
5 Customer Services ($250.00) e  pccocisted Cost: £100.00
“ Al:l:l:lurltlrlg APP“EEUDH Trall‘lll‘lg... @ Run complete diagnostic test, install company applications.
d AccuuntingTraining ry
A-:n:n:nunting Training {$100.00) To attach a file, drag and drop the file or click Sele
Securlt_t,r Clearance Request &
[ Company Crientation {$50.00) ] Select File Drop file frere fo uploaa
4+ [¥lworkstation Configuration
Radio ‘—{
buttons
L~

) Laptop - Macintosh (§75.00) @

[E] webinar Registration
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Image - Click the Add link to select an image to appear when the request is selected.
Catalog Section Configuration Screen

Service Catalog
Section

Position
Group Access

Image:

Root Service Request
Entry

Add | Edit | Delete
;

Services

1 =)

1=

&
L

Customer Serv E|

Mew Root Service Regeest | Expand All | Collzpse All

Service Catalog Section Customer Services

Placeholder Yes No
%’.ﬂ Add | Remove
Image
Header Title Click Here for Cost Details
Header:

Caosts will billed automatically to your departrnent.

Image in Service Request Screen

@

Customer Services

“ DAccuunting Application Training (550.00) &

4 DAchunting Training

|
| :i,, Name:

Training and IT services

]

If it is a root service entry, this image will appear next to the entry as shown in the example below.
Image in Catalog Screen

Lervices

s CLISkor
5

Header Title/Header - These fields appear if the entry is a root service request entry. In the Header Title field, enter
the text to appear as a link above the line detail. In the Header field, enter the text to be included in the dialog.

4

Header in Service Request Screen

Click Here for Cost Details

4 Accoun
4 An:n:n:-

Click Here for Cost Details

A consultant will contact you within four hours to schedule your service.

etails

Al:l:l:uunting... [

TTeTTTTeT =TT

iSupport Software
Page 7



Footer Title/Footer - These fields appear if the entry is a root service request entry. In the Footer Title field, enter
the text to appear as a link at the bottom of the service request screen. The link will display a dialog as shown in the
example below. In the Footer field, enter the text to be included in the dialog.

Customer Services

Click Here for Scheduling Details

F ]

4 AccnuntingApp.. ) o )
A consultant will contact you within four hours to schedule your senvice
d Accounting T... &

Accounting ..

Click Here for Scheduling Details
|

|
Footer in Service Request Screen

Configuration Item - Select the configuration item to associate with the Change or Purchase Request record that is
created when the request is submitted.

Associated Cost - Enter a dollar amount to appear next to the entry when the entry is clicked if the Can View Service
Cost field in the customer’s Profile record is enabled. The Total Cost amount includes the cost of all selections

(including line items from purchase templates).

Service Request Screen

Associated Cost

Total Cost
Mame: Actounting Application Training
o
4 ;ustcumer Services ($150.00) : Associated Cost: $50.00
y
[ Depends on Closure of Security Clearance Reguest
4 AccuuntingTraining ]
To attach a file, drag and drop the file or click 5elect File to choose
Accounting Training {5100.00) £ P )

SEcurIt_t,r Clearance Reguest ]

[ Company Crientation ($50.00) ] TEEEEE HAIop € 116FE [0 Lpioao

The entry would appear as follows to a customer with the Can View Service Cost field disabled:

Mame: Accounting Application Training

&)

4 Customer Services {§150.00) :
& |

4 AccnuntingTraining V]

Depends on Closure of: Security Clearance Reguest
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Group Access - Click this link to restrict display of the entry to members of support representative and customer
groups. In the Group Access dialog that appears, click the Add link to display a dialog for selecting the groups. After
you add one or more groups and save, the entry will display only to members of the selected groups.

[ iselect Su pport Rep Grou prs"“Select Customer Groups

|:| Name = Deescription

|:| A ooounting Members in the Accounting department

O] | Administrators Members of the Administration tezm

Platinum Support Customers with Platinum Support agresments
[ | Production Control Production staff

o3 -

After adding the group, it will appear in the Group Access field as shown below. A lock g icon will appear next to the
entry in the tree on the left. After you add one or more groups and save, the entry and its lower level entries will

display only to members of the selected groups.
Catalog Section Configuration Screen

Entry with group access Entry will display only to selected groTIps
Service Services Service Catalog Customer Services Group Access Platinum Support
Catalog Section {Customers)
Section

Placeholder fes - -
- Position 2
Position 1
Image 'Blh;
Group _*
Acoess
Add Header Title Click Here for Scheduling Details
Image: '
-
- Header:
T Foste E' Costs will billed automatically to yvour department.
Request
Entry
MNew Root Service Request |
Expand All | Collapse A
Add | Edit | Delete Footer Title Click Here for Scheduling Details
=N Customer Services

Position - Select the number for the position of the entry in the tree for the root service request. The first position is
at the top of the tree.
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Description - Enter the text to appear as shown below when the entry is selected.
Description in Service Request Screen

@

2P
*

4 DAchunting Application Training ($50.00) &

4 DAchunting Training

]

MName: Customer Services

Training and IT services

Adding Dependencies to Request Entries

After saving a section with a lower level entry, a Dependencies link will appear for you to create a dependency
between two entries; use this field to select a lower level entry that must be selected in order to select the current
entry in the Service Request screen. The record created from the selected lower level dependency entry must be
closed in order for the record to be created from the upper level entry. A green down arrow icon will appear on the
entry in the tree to the left in the Catalog Section Configuration screen.

This purchase request will not be

created until the Change record created

from its lower level dependency

(Security Clearance Request) is closed

Lower level dependency

Service

Position

Catalog Section

Services

Service Catalog Section

Placeholder

Accounting Application 1 Configuration Item

Associated Cost

Group Access

3 50
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Group Access L es
Image: 3 Agd Template Type Change Purchace Dependencies Security Clearance Request
Y
Template Accoul E| += i
Root Service Custom E|
Request Entry
Required Yes “
Mew Root Service Reguest | Expand [All |
Collapse all
Add | Edit | Delete Radio Button Yes “
= Customer Services g
=N Accounting Application Training - Image é e
Aooounting Training i
Security Clearance Request Description:
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The dependency will appear as shown below in the Service Request screen:
Service Request Screen

This change must be closed in order for the Accounting
Application Training purchase request to be creatrd

Customer Services
Mame: Accounting Application Training
o

o Customer Services ($150.040) Y Associated Cost: SC0.00
. |
[ Depends on Closure of: Security Clearance Request

d AccauntingTraining ]
To attach a file, drag and drop the file or click Select File to chooss

Accounting Training {$100.00)
Securlty Clearance Reguest ]
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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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