iSupport® 18.2 Release Notes

This document includes new features, changes, and fixes in iSupport v18.2. The Readme.txt file included
with the download has a list of known issues.

Al Integration
Al Summary For Incidents
Al Summary For Customer Profiles
Using Al Via the Text Editor Toolbar
Configuration
Work History Updates
Work History Layout Option
Work History Feed Date Format Setting
Edit Authored Work History Permission Added
Miscellaneous

Customer Profile Setting To Select Another Customer For a Work Item

Last Login Date Field Added to Config - Support Representative Data Source
Model and Manufacturer Added To Global Asset Search Options

Relative Date Setting For Change Rule Date. Date/Time Custom Field Intervals
Microsoft Excel .XLSX Format For View Subscriptions

Al Integration

iSupport now integrates with OpenAl (or an OpenAl-compatible model publicly hosted or downloaded
and set up on a local server) for generating a one-sentence overview and summary that can cover the
customer, customer’'s company, and their incidents. You can also create prompts for actions such as
fixing grammar, elaborating, or shortening text, and more via the text editor toolbar. Note that the
results are completely generated by the integrated Al provider, and the length of the overview is dictated
by the system prompt in configuration. Administrators can change the system prompt and included data.
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Al Summary For Incidents

Use the Al Summary option on the Incident toolbar to generate a one-sentence overview and summary of
the incident that can cover the customer, customer’'s company, and related incidents.
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Incident Summary
Incident Reference: A ticket was created for Lucy Morley regarding her email account
access issue. The ticker is currently assigned to support representative Barry White.
incident issue Description: Lucy Morley contacted support to report that she is unable to
access her email account. Upon reaching out, she indicated that attempts to réset her
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Al Summary For Customer Profiles

You can use the Al Summary option on the Customer toolbar to generate a one-sentence overview and
summary that can cover the customer, customer’'s company, and their incidents.
[SIELL A Mew  View | Configuration -
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Save SaveandExit Print Delkete  FontSze Counters | Al Summary| Add to Contacts Open Map  Search Previous  Next
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o
Overview
Gena Pirie has 2 open incidents related to network connection issues, while her company, LBLSoft, has a total of 20
customers and 128 open incidents, indicating potential recurring network problems.
Summary
m Clear Customer Gena Pirie is associated with LBLSoft, which is headquartered and employs 20 customers owerall. Her company's
primary contact is Steve Johnson, the CED, who holds the fitle of Accounting Manager within the Administration department.
First Mamea The support systemn is managed by Stuart Copeland, Tier || support located im the Morthwest.
Gena Pirie currently has 3 open incident tickets, all categonized under network connection issues, indicating possible
Last Mame systemnic challenges in connechivity within her organization. The open incidents include:
= Imcident 1: Created on 8122017 with a medium priority. The issue description states, "Cannot connect to the
Title network” and is assigned to Connor Flynn with 3 follow-up date of 10/7/2020.
= Imcident 2: Created on 1/82018 also with a medium priority. and a similar issue description as the first incident.
Departmen assigned to Bamy White, also with a follow-up date of 100772020,
t = Imcident 3: While no specific details of the third incident are provided, it indicates a similar pattern of connectivity
issues.
Phaone In total, LELSoft has 128 open incidents, further emphasizing the need for improved network stability, especially as multiple
customers are reporting similar issues. The company also has 1 closed incident and 5 reopened incidents, underscoring
Comgpany ongoing challenges. Motably, repeated connectivity problems have been nofed as a key issue among the customers of
B LBELSoft.
Add a company...
Primary LE
Close
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Using Al Via the Text Editor Toolbar

An Al Editor icon (' or Al)is included on the text editor toolbar in fields throughout iSupport. (Display
of this toolbar is controlled via Desktop Preferences.) You will be able to select from a list of prompts for
actions such as fixing the grammar, formalizing the text, elaborating or shortening the text, and more.

r1 Al EDITOR DIALDG

Customer called and said they are unable to access their email and i= not able to reset password

using the forgotten password option as the listed mobile phone number is not their number,
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You can use the Generate button to place the generated text in the top portion of the dialog; an example
of the Elaborate option is shown below. You can use the Insert button to replace the existing text with the
generated text in the applicable field.

™ Al EDITOR DIALDG

A oustomer contacted ws, reporting that they are unable o access their email acoount, They also
mentioned that they cannot reset their password using the "forgotten password”™ option becawss
the mobile phone number zssocated with their acoount is not their curment numbar

Select a Prompt Opticn:

Elzborate:

¥ iSUPPORT
Page 5



You can also enable an Custom Prompt option for the rep to enter their own prompt.

Ema Emzil acoownt was taken over by a malicious user Blocked access to acoount temporarily and resst ind
rese password and user profile MFA information.

Select a Prompt Option:

Custom Prompt w

Eniter a Prompt:

How to prevent malicious email account access

= |~ [

The results will appear in the top portion of the dialog.

m = Al EDITOR DIALOG * -

) =

T prevent melicious access to email 2ccounts, it = essentizl o implement the following - ind
measures: use strong, unigue passwords; enable muls-factor authentication {MFA): regularly '

monitor aocount activity for unauthorized access: educate users about phishing atacks: and
ensure that seourity questions are not easily gusssable. If an zccount is compromised, block
access immedi resss the password, and the MFEA sest
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Configuration

Go to https://platform.openai.com and create a project and API key for it, or download an OpenAl
APIl-compatible model and set it up on your server. Then enter the information in the Options and Tools |
Integrate | Al Integration screen in configuration.

Desktop / Configuration | Options and Tooks [ Integrate [ AT Integration

Al Editor Prompts APT Provider Dwoandl
Customer Al Summary

APT Key sk-svracrt-mYSlbadg(ls_SYGavYnrChaWRGSE
Incident Al Summary

Model gpt-4o-mini

Correspondence Incident Al

Summary .
Test Intagration

Enable AT Editor Yea UH

Enable AT Editor es WU
Custom Prompt

Enable Customer AL Yea WU
Summary

Enable Incident AL o
Summary

Enahle Yes W
Correspondence

Incident AL

Summary

The icon for iSupport's Al functionality will depend the type of Al Provider: © for OpenAl or Al for
OpenAl API-compatible.

In addition to entering the information from the project, you can enable the Al Editor and its Custom
Prompt option as well as the Al Summary menu option in the Customer Profile, Incident, and
Correspondence screens.

@ ISUPPORT
Page 7


https://platform.openai.com

Use the Al Editor Prompts screen to create, copy, edit, and delete prompts on the list that appears when
the Al icon (' or Al)is selected on the text editor toolbar on fields throughout iSupport.

Desktop / Configuration | Options and Took [ Integrate [ Al Integration

Basics Create | | Copy Delete
Al Editor Prompts 3 Mame Position 1
Customer A ' Formalize 1
Surmmary
[ Summarize 2
Incident AT Summary [ | Haborate 3
Correspondence ) Shorten 4
Incident AT Summary ]
[ Check Grammar g
[l Add HTML Farmatting 6
] Remove HTML Formatting 7

Desktop / Configuration [ Options and Tooks | Inbegrate [ AT Editor Prompts

Al Editor Prompt

Name Elaborate

Prompt | Plzase dhaborate the following text

Pasition 3
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Use the Customer Al Summary, Incident, and Correspondence Incident Al tabs to customize the system
prompt sent to the Al engine for the applicable screen.

Desktop | Configuration | Options and Tooks [ Integrate f AT Integration WA
Basics System Prompt Preview Restore Defzuk
Al Editor Prompts Construct a response that provides an overview and detailed summary from provided data. -
e e > The following definitions should guide your understanding:

- *Incident™: A ticket in the i5 rt help desk 5 " d when t s bl=m wia the mySupport
Incident AL Summary . ncidert ic : in the iSuppo p Ef_ ,‘stern created when a customer reports & pro via the mySupgport
wieh interface, email, or calls a support representative.
Comespondence Incident Al - =:Eu5t|:|rrer“ : The -:n.'.jre;:-:‘r zn ?rcil:_lent :'cl.cet. . . o .
Summary - ¥*Support Representative™: Assists in oreating, resohving, and dosing the incident ticket on behalf of the customer,
- ®Company™: The employer of the customer.
The details provided are about & oustomer record, its company's record, and the incident Sicket records for customers of
the specified customer's company.
# Steps
1. **Identify Key Information: ™
- Extract essential details from the customes, comgany, and incidents information provided. w
- Identify the number of incidents assodated with each customer and the total number of customers in the company. p
AT System Prompt Diescribe what you want the summary to include or haw it should be structured, P
Assistant §

Genarate System Promipt

Fields to Include | Add g field -

x Customer Name x Customer Tide x Customer Location

You can edit the text in the upper portion of the screen and restore the default if needed. Use the Al System
Prompt Assistant field to describe what you would like the summary to include and how it should be formatted
using plain English; the system will generate the prompt text in a way that will be optimized for the platform to
give the desired result. Add or remove fields in the Fields To Include section to customize the work item

field data sent to the Al engine.

The OpenAl web site includes information on how OpenAl uses your data:
e Data controls in the OpenAl platform
Understand how OpenAl uses your data, and how you can control it.
Your data is your data. As of March 1, 2023, data sent to the OpenAl API is not used to train or improve OpenAl
models (unless you explicitly opt in to share data with us).
e How we use your data
To help identify abuse, APl data may be retained for up to 30 days, after which it will be deleted (unless
otherwise required by law). For trusted customers with sensitive applications, zero data retention may be
available. With zero data retention, request and response bodies are not persisted to any logging mechanism
and exist only in memory in order to serve the request.
OpenAl. "Data controls in the Open Al platform.” https://platform.openai.com/docs/guides/your-data#data-usage-policies
e Enterprise-level privacy, security, and OpenAl partnership
No training on your data, Dedicated workspace with custom data retention and domain verification.
OpenAl. "Redefine work in the age of Al" https.//openai.com/chatgpt/enterprise/
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Work History Updates
Work History Layout Option

Use the Work History layout option for Incident, Problem, Change, and Purchase layouts to place a field

that includes only work history.

Deskiop | Configuration [ Oplions and Tools | Customize | Layouts | Incident Layouts

Layout Colors Custom Menu Adtions
Hamea Default
Tutorial None
Default S
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Status % % (Email Addresc)
(Adda il * (Incident Counts)

Main Layout

= Basics
= Mumber
i~ Previous Assignes
= laroup
= Group Type

1 Bula Greae

Details

% 8 Status
* % Priority

% & Created

¥ 2 Assignee
¥ @ Category

|u & Work History |

=
0
[t
m

]

-

o

@ O

A Al Summary - Categerize

A
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-
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Sawe Saveand Exit Save and Logout  Print  Delete  Font Size  Counters ~
b - oAdd Asset  fARouts = S Hierarchy - [XSign
File Display Actions
Customer Q Mumber Q47G4E21A4 Assignes Barry White @
Steve Johnson & %
Accounting Manager =
Headqua,rfem < Status Open b Category & Unlisted/Dther 6
Administration )
360-307-1004 Priority Medium A Work History
. . Total Time Worked: 3 Minutes
=H@hgwi.com o -
Crested 472025 3:37:10 PM
Ticket Counts B n n Q. "o
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1 minude age account and resst password.
collapse
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Service.
- Recorded Work Start:
42112025 6:10 PM.
- Recorded Work Stop:
2112025 6:12 PM.
= Barry White Advised customer of email 0 Hr(s) 1 Min{s)
2 minuies ago protection actions.
L___cxoand
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Work History Feed Date Format Setting

Support representatives can now set the date/time format displayed in their work history feed: Standard
(actual date and time) or Relative (date/time relative to the current date/time such as “one minute ago”).

Profile Details » Display Time Zone {UTC-08:00] Pacific Time (U5 B Canada) W
. The Displzy Time Zone is for display purposes only. Business
Deskiog Motification Center hours escalztion and statistics are basad on the assignesa's
SUppOrt Centsr time zone,
Deskop Quick Access
Wark Item Date Picker Format Kone W
Viaws
Password Rzt
Correspondence
Personal Rules Default Event Duration &0
Personal Correspondance Work Item Toolbar lassic o
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Text Editor Toolbar 2o | ey Stow [y
Tab key inserts tabbed spaces in text editor fields e m
Showe Seconds on Countdowrn e m
Default for Followe Option on Discussion Posts e n
Work History Feed Date Format Slancad
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Edit Authored Work History Permission Added

Administrators can now enable support representatives to edit their own work history entries via the Edit
Authored Work History permission. It is included in Incident, Problem, and Change permissions.

Deskiop |/ Configuration [ Core Setftings | Support Represenkative
Details Permissicns Support Reps Groups
Hide sections without any seleded permissions

Archives CiReacer oy My Assigned

Wiew My Authored
Assets Wiew My Grouwps

‘Wiew My Location
Changes Wisw All
Configuration Ttems EAuher ook New

Use Hierarchy Templates
CEH'I'EEP{II'IdEI'ICE Add Work HIStEH'jI' to All
Customers & Editor Edit My Assigned

Edit My Authored
Desktop Content Edit My Groups

Edit My Location
FAGsS Edit 2ll

%MH’EI‘E:' Wiork Hiwl

. Change Cushbomer

Headlines

Add Additional Customer

) Remove Additional Customer

Miscellaneous

Customer Profile Setting To Select Another Customer For a Work Item

The Customer Profile screen now includes a Can Select Customer field to enable the customer to select
another customer while creating a work item on mySupport.

H B 280 A B & B & H

Sover  Saveand Exit Prml Delete Fard Size  Counters Al Summary  Add o Condacts  Open Map  Ssarch

File Dhisplay Actions
First Mame Sy v} B&73309
‘ Last Mas ] Modifi A152025 521
S1 Ndaime ohinson DomMed Fl R
-
m Trle Aecounting Manager Emai SjEhowiLcom
Department Administration Approver Alison Garmity
Fhone I60-397-1004 .

my Support Histary Groups Attachrments Work ltem Related Fields Notification Related Fields

Uzer Name Steve Johnson Can Select Ma
Customer
Secondary
User Name Can View Service Ko
Cost
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Last Login Date Field Added to Config - Support Representative Data Source

A Last Login Date field was added to the Config - Support Representative data source in the View
Designer.

Basics - show all Settings

Support Rep View Name

Data Source Config - Suppart Representatives
Dia<ign Custom View

SE=meED -
: " ey

Cate and Time

Elzpz=d Days Foldars Calumns

Elapzed Time
Tirme

Week

Month and Year
Quarter and Year

Wear

Cay of Week
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Model and Manufacturer Added To Global Asset Search Options
You can now include Model and Manufacturer while performing a global asset search.

Bry(n) A 9

=N Q

&

Actions - [ Search Number Only /
[] MName Owmiers Model M E !
Select a folder. Mame Model
Type Manulaclurer
Serial Murmber bl Location
Tag Mumbes Commmenls
T Company T Purchase
4 O Archived Punchase [ Fag
J Headline [ Product
] Sarvice Contract [ Aszat
J Configuration Item 0 Opportunity
) Google [J Discussion Posts
cio1 x Q£ O Search Number Only
& Dpliens.

Sort by (Mame « | Type | Serial Number | Tag Mumber | Model | Manufacturer

Locaden | Comments)

Accounting Printer Type: Printer
Serial Number: F92747202-C039283-29272716 Tag Mumber: C107 Mode

Cormment=: I izsues, call internal support before calling the vendar.

: All Im One Manufacturer: Hewlett Packard
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Relative Date Setting For Change Rule Date, Date/Time Custom Field Intervals

You can now set the new value for a custom date field using the @today plus or minus integer function,
setting the date to a date relative to the one when the rule is triggered.

Desktop [/ Configuration [ Options and Tools [ Autormate | Change Rules

Name Relative Date Change
Rule Groups Configure Conditions
Rule type is Time-Based: Important Dates
Hours of Operation: None

Match = A W of the following conditions:

+ -
Acsignes w I= v Kienle, Abby W Sl
Configure Time Frame Interval and Actions
1.00 Calend % Day(s) Befue W Custom Feld % Date and Time
Change w | Customn Fald v  Date and Timae T;I Sat Value: Stoday + 7 I +*

Microsoft Excel .XLSX Format For View Subscriptions

View subscriptions can now be sent in a Microsoft Excel (.xIsx) file.

Detailz Schedule Recipients

MName Weekly Incidents by Assignes Report For CEQ
Format Excel {.xl=x)

Send From Ma (BwWElblsoft.com)

Message Details

Subject Weakly Incidents by Assignee Report

Message Hi Connaor,
Here's a report of incidents by assignee for LELSoft as of end of day today. Thanks!
Barry

Copyright ©2025. Groupware, Inc. All rights reserved. iSupport® and mySupport® are registered trademarks of Groupware, Inc. Other parties’ trademarks or service marks are the property of
their respective owners and should be treated as such.
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