
iSupport® 18.0 Release Notes

This document includes new features, changes, and fixes in iSupport v18.0. The Readme.txt file included
with the download has a list of known issues.

Interface
Icons On Work Item Screen Toolbar, Desktop View Component Action Menu Updated
Configurable Work Item Toolbar Display
Rep Manager Component Now Uses Signal R To Show Changes In Rep Availability
Font Size Option Added To Chat Dialog

Rules
Field Types Added For Searching Custom Fields In Rules
Related Work Item Option For Incident and Change Rules

Views
Option For Exporting View Data To Excel .xlsx Format
Asset Data Source Added To mySupport View Designer
Mapped mySupport Options, Mobile mySupport Options Fields For Customers and Companies Data
Sources

Work Item Layouts
mySupport Custom Field Editor Permission For Editing Custom Fields On mySupport Display Layouts
Additional Customer Profile Fields Available For Inclusion On mySupport Incident and Change
Display/Submit Work Item Layouts
Warranty Expiration Added To Asset List Field Setting On Work Item Layout Options
Control Of Search Results For mySupport Incident/Change Work Item Submission

Miscellaneous
FAQ Topic Option For mySupport
Bulk Update Of Asset Records Via Excel
Event Calendar Enhancements
Prepend Country Code Field Added For SMS Carrier Configuration
Customer Profile Field Character Size Limit Increased
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Interface

Icons On Work Item Screen Toolbar, Desktop View Component Action Menu Updated

The icons on the Action menu in the Desktop View component have been updated.

The icons on the ribbon toolbar in work item screens have been updated.
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Configurable Work Item Toolbar Display

Use the new Work Item Toolbar field in the Desktop Preferences screen to select how to display the icons
and text in the toolbar on work item screens.

When resizing the window, use the menu to display the rest of the options.
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Rep Manager Component Now Uses Signal R To Show Changes In Rep Availability
The Rep Manager dashboard component now uses Signal R and is updated when a displayed support
representative’s availability has changed.
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Font Size Option Added To Chat Dialog

A Font Size option has been added to Rep and User chat dialogs for increasing/decreasing the font.
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Rules
Field Types Added For Searching Custom Fields In Rules

Category, Change Type, and Asset Type fields have been added to the Select Custom Field dialog that
appears in the Rules screen when you select custom fields on a Custom Field rule condition or Change
action.

Category and Custom Change Type Fields:

Asset Type Field:
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Related Work Item Option For Incident and Change Rules

An As Related Work Item option has been added to the Create From Template rule action for incidents
and changes; select Yes to relate incidents or changes that are created from the template to the
incident/change from which the rule executes.

Views
Option For Exporting View Data To Excel .xlsx Format

Microsoft Excel .xlsx format has been added as an option for exporting view data.
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Asset Data Source Added To mySupport View Designer
An Asset data source has been added to the mySupport View Designer for creating views that enable
customers to see a list of their owned assets on a mySupport portal. The view will filter based on the Can
View Items For field on the customer profile and will also consider the mySupport portal setting to allow
customers to view all assets.

Mapped mySupport Options, Mobile mySupport Options Fields For Customers and
Companies Data Sources

The Mapped Mobile mySupport Options and Mapped mySupport Options fields are now included in the
Customers and Companies data sources.
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Work Item Layouts

mySupport Custom Field Editor Permission For Editing Custom Fields On mySupport
Display Layouts

Customers can edit custom fields on mySupport display layouts via the new mySupport Custom Fields
Editor setting in the Customer Profile screen.

Use the Editable On Existing Incidents field on the mySupport Access tab in the Custom Field
configuration screen to disable/enable an individual work item custom field to be edited by customers
with the mySupport Custom Fields Editor permission.
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Use the Allow Edit field in the Configure Field dialog for custom fields on mySupport display layouts to
disable/enable an individual Customer Profile custom field to be edited by customers with the mySupport
Custom Fields Editor permission.

Additional Customer Profile Fields Available For Inclusion On mySupport Incident and
Change Display/Submit Work Item Layouts

Customer Profile fields such as Phone, Email, and Location can now be individually placed on mySupport
work item layouts.
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Warranty Expiration Added To Asset List Field Setting On Work Item Layout Options
A Warranty Expiration field has been added to the Asset Grid Fields setting on work item layout options.
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Control Of Search Results For mySupport Incident/Change Work Item Submission

When the Category field is added to a mySupport Incident or Change work item submission layout, you
can now enable/disable the Search option as well as display of any results until the user has started
typing.
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Miscellaneous
FAQ Topic Option For mySupport

Direct links for specific FAQ topics can now be added to a mySupport portal.

Use the new FAQ Topic navigator link/component type in the mySupport Portal Configuration screen to
configure this feature.
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Component Type In Designer:
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Bulk Update Of Asset Records Via Excel

You can now mass update Asset records via the Update Sync field, Perform Duplicate Name Check On
Update field, and Update button in the Asset Import screen. If the Update Sync Field key is defined and
an imported row matches an existing iSupport record, the existing record will be updated.
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Event Calendar Enhancements

Multiple options have been added to Event Calendar settings, including Work Day Start/End Time, Events
Per Day, Default Event Duration, and Adaptive Slot Height.

Use the Default Event Duration field in the Desktop Preferences screen to enter the amount of minutes
for the calculation of the length of time between the default start time and default end time in the New
Appointment dialog for event calendars.
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A Refresh Type setting has been added to the Event Calendar component settings.

Prepend Country Code Field Added For SMS Carrier Configuration
A Prepend Country Code field has been added to the SMS Carriers screen; when enabled, the country
code will precede the mobile number in SMS messages generated using the mobile number/SMS carrier.

Customer Profile Field Character Size Limit Increased

To better support Active Directory synchronization, the character size limit for Customer Profile fields has
increased from 50 to 65 characters.
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