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
tion For Exporting View Data To Excel .xlsx Format
Asset Dat rce A Tom rt 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.

All Incidents by Group, Status and Assignes o X mEx

= | Export ACtions - Search a'T
# 8 Administrators (36) O Open ated Number Source Customer D¢
= Facilities (3) [E=] Mew Inciden:
+ B Hardware Repair (&7) = Princ
. B Network (1) [ Delete
B Quality Control (163) & Route
7] Support (28) %] Send Survey
&= TFS (1) d B Send Correspondence
B Tier |l Support (14) — Relate
ﬂ Azzociate to Problem
B Edit Followup
[# Data Overide
[#] Expor

The icons on the ribbon toolbar in work item screens have been updated.

AELEUN Mew  View  Configuraion  Google »  View Tour o
L;I l,ﬁf} lﬁ:lf @ Iﬁ] ﬁ_cht Size - |'-.»';Adc Histary [f5 Cverride Data %Templa‘bes - l__l.ﬂu:I Hoc Approval
[#]Counters - (GAdd Asset  jLRoute - Ll Hierarchy - AFin

Save Saweand Exit Save and Logout Prnt  Delele — —
j=Categorize [1]Customer - 57 View Relsted [JSign

File Display Actions

Customer Q, Nurmber MNBTE475634 Assignee  Barry White ©

Steve

Johnson & _

L Siatus COpen ¥ Created 11/28/20232 1:36:45 PM

Accounting

Manager Priority Medium W Closed
Headquarters & | 11/22/90
Administration Followup (28/2023 * Category @ Metwork
3E0-387-1004 Date i
si@gwi.com Connection
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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.

Display Time Zone

Prafile Details »

Desktop Motification
Ceanter

Deskiop Quick Access

(UTC-0E:00) Pacific Time (US & Can: W
The Display Time Zone is for display
purposes only. Business hours escalation and
statistics are based an the ascignee's
support center time zone,

Tab key inserts tabbed spaces in bext

ey o

Work Item Date Picker Format MNone b
Wiews
Password Fizsat
View Subsoriptions
Cormespondence Google Calendar™ Access Grant Access
Personal Rules Work Day Hours Start | 004N T | End 00 PRA| T
Personal )
Correspondence Default Event Duration &0
Personal Cortacts I'Work Item Toolbar
Text Editor Toolbar Image Top

Image Left
Imnage COnly
Text Only

When resizing the window, use the B8l menu to display the rest of the options.

Image Top:

H & ) 2 o A @ i B .
Save Save and Exit  Sawe and Logout Print Dzlete FontSize v  Counters v Add History  Add Asset

Image Left:

w  \iew Tour

IE5ave E5SaveandExt ELYSaveandlogowt (SiPrint  [ii] Deleie

b, Font Size »

[#] Counters » [ Add History

Image Only:
Incident
e R e A~H~-BeoEekitll~B~&&va&ad XL
Text Only:
Incident w  View Tour
Save Save and Exit Sawve and Logout Print Celete FontSze v  Counters w Add History Add Assat
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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.

Health Insurance Forms Due On Friday E-.I, Barry (In) &E ) e

Incidents Schedula Customers Discussions Work Irem Charts

Group: | All L

@ Barry White Awvailable for Routing: m
=

BWElblsoft.com Awailable for Chat:

ﬁ Abby Kienle Available for Rouling: m Last login yestarday

=kZgwi.com Available for Chat:
360-397-1000
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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.

. - \ 15
':_d,': -l-r I Bary (In) 3 D B2 & g & @
Incidents Schedule Customers Discussions Work Iterm Charts Today Purchase Orders Shared Pinboard Charts
= | Export Actions - Szarch aQ|T
B 1901202023 (1)
+  msez0zm
n
e 173172023 (3)
B qzr502022 3)
LT e 1173002022 (2
4
B qis22r2022 (2)
117252022 (11}
117172022 (400
= 1071372022 (1)
B 5972022 (1)
I g/26/2022 (5)
8952022 (16)
TA26/2022 (4)
Ti ame 2.
Home Knowledge Base Calendar Incidents Schedule Self Help Guide Charts 4
[ '@ Chat - Google Chrome = O >
@ Training Shedule || & E——
- - FY
@ Staff
How can we help? My system is running slowly and | need to get reports out e
EI-_. _'I.l
= View
Search
| ow (75
B iedium (162)
W Emergency (18)
Type 3 message...
D B = ITII End Chat
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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:

Deskbop f Configuration [ Oplions and Tools [ Automate [ Change Rules

- e
Search within results Search Fislds A
fule Groups  Configure Conditions Sort by (Label « | Type | P Label Defaultvsiue
Rule t is oncChad| 1 Category Options
Type: Text Boee Catagory: B Custom Change Type
Hours of Operation: Mone Default Value: Comtans "
Opticns:
Match | Al % | of the following conditions: Mizcellzneous ~
2
Enable Highlighting
Custom Field v Select Type: Tent Boee Category: B —
~ List Wiswi L
Default Value:
. . Opticns:
Configure Actions e

Asset Type Field:

Desktop [ Configuration / Oplions and Tools [ Automate [ Asset Rules
i M
= |

wym Search within results Search Fields ~
Rule Groups Configure Conditions - :
Sort by (Label = | Type | Pe Labsl Defaultvalus
Rule type is nA=223 Cell Phone Custo Options I
Type: Date Asssat Type: CH Cowr W
Hours of Operation: None fie= = s e I
Default Value:
Options: Miscellaneous ~

Enable Highlighting
Custom Field w | Select Conditional List View i
Typa: Text Box Assat Type

Default Value:

Match = all % | of the following {:\c:nditicuns:/

Configure Actions

@ iISUPPORT
Page 6



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.

Desktop / Configuration / Options and Tools / Automate [ Incident Rules

Basics Name
Rule Groups Configure Conditions
Rule type is On Incident Save R 7 ]
Hours of Operation: None v |
Match |~ All “  of the following conditions: + -
Assignee b Is L Atlas, Tony w A
Configure Actions
Create v | Incident From Template ~ To  Cannot Connect to Admin Server (Hierarchy) w | A Related Work Item | yes I +

Views
Option For Exporting View Data To Excel .xIsx Format

Microsoft Excel .xIsx format has been added as an option for exporting view data.

= E}(FIC-I’T Actions - Search
rd = o = . jumber Loc
& Export - Dialog - Google Chrome — O >
& Computer (1} v s =
+ @ pesktop (15 0440
B Labor Houwrs (2)
B
& Lapiop (13) Format: Excel [adsx) .
(11 &= Parts (2)
B Printer (2)
B Server (1)
)
B Tablet (11} eV
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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.

Basics - show All S=tings
mySupport View Hame

Data Source lzzac

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.

Basics - show all Settings

Support Rep View Name

Data Source Companies
Dresign Custom View

-

2~ Mapped Mebile mySupport Options

i Fields Filters
- Coumnt

mySupport Options Folders Columns

i mySupport Portal

:r Mapped mySupport Options
 Count
mySupport Options

- mySupport Portal
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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.

Customer
Save Saveand Exit Prnt  Delkte
Fi=
First Mame
Last Mamea
i
Phone
= -
my Support History Groups
Uzar Mamea Stewe Johnson
Secondary
Usar Nama
FPasswaord Resst
Approved to Yeu QU
Access
mySupport -
Editor
mySuppart You [0S
Custom Fields
Editor

= A e

T
E g
Font Size Counters  Customer Incident Change Correspondence Survey  Service Contract
Display Mew
Stave D B675309
Johnison Modified SI25/2023 12:10:59 PM
360-397-1004 L Email spEgwi.com
Attachments Work ltem Related Fields Motification Related Fields Customn Fig
Can View E No
Service Cost
Zan Submit E N
Purchase
Request
Zan Seanch m Mo
ncident
Archive
Can iew | & iterns checked -
terns Far
Can Add E Mo
Cthers to

-i--i--i-ﬁ'

!

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.

Deskiop | Configuration / Options and Tooks | Customize | Inddent Custom Felds

Basics

Conditional Display
Opbions

Available to mySupport

Editable on Existing Incidents

a-
a-

Select mySupport portals with access

hittp: /| e comyussr|

[ hittpef) =wm .com
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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.

Deskiop [ Configuration / Oplions and Tools [ Customize | Layouts [ Customer mySupport: Layouts

Hame Customer Profile mySupport Layout
Tutorial Mone
_ Details
+i- Basics
- List ltems
=t Custom Fields % & Last Name » & Email
- Departrnent Code ¥ % First Name ¥ 2 Phone

‘= Current Project
. X 2 Training Taken

N == |

Label Width 25% b

Tabs

Allowr Edit Yes WG

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.

Deskiop [ Configuration [ Oplions and Tools [ Customize | Layouts | Incdent mySupport Layouts

Mamea Submit Incident

Type Submit

Tutorial Maone
Details

k- Basics:

=+ Customer Fields

- Customer First Mame X 2 Number X % Created Date

Customer Last Mame % £ Category

i~ Customer Avatar
i~ Customer Email

i~ Customer Phons

Customer Group Tabs

i~ Customer Groups

i~ Customer Location

=

i~ Customer Department
Details

i~ Customer Company
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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.
Deskiop | Configuration | Options and Tooks [ Customize [ Layowts [ Inddent Layouts

ST ,_ =1 3,
x & (Tide)
Display Avatar E i R % & (Location)
_ % & {Department)
Display Microsoft® Skype/LyncE = m % & (Phone)
Status % & (Email Address)
| Al @ fieid |
Main Layout
) Details
" Basics
- List Items T
F Y
i~ Scans * & Number Display Label o
Extemmal Links X i Status
Label Assete
Others to Notify % & Priority = -
Azzsociated Work ltems Label Width 5 o
Google Meet Meetings
3~ Custom Fiehl= b Asset Grid Fislds Marie
' Tabs oG
1 Associated Work Iem Counts L
Taxg Murnber
Orientation

Serial Mumber
B open Work Tiems

il = Count Enabled Asset Count Lised
L‘j Details

Grid Fields Mame =f
//9’ Attachments

Type

Taxg Murnbers

Serial Mumbser

Uit Lakvel

A= Linit Cesst

Linik Price

Total Cost -

Text

Icon

OK Cancel

X i Assets
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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.

Hame Subrnit Incident
Type Submit
Tutorial MNone
_ Details
=t Basics
[Separator]
Cormpany ¥ % Customer "FCEﬂESIDfY
Company Status X & Customer E_ qureField
Created Date
i R Override Label Yos n
i~ Custom Mumber
i~ Location for Routing Label Width a3 -
I rl ]
i~ Related tems
i~ Save Button Tabs Prompt e n
+- Customer Fields
| E—
- List ltems
+- Custom Fields * Require Search Text for M
Dretails Results
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Miscellaneous
FAQ Topic Option For mySupport

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

=| @ Staff

Software z

LA
m

(51}

Support Resources -

? Software FAQs

= Start BeyondTrust Chat

! Headlines

Create+

# Where are the company-wide software application installers?

# Are application updates applied automatically?

Use the new FAQ Topic navigator link/component type in the mySupport Portal Configuration screen to

configure this feature.

Hame | iSupport mySupport

& Options | Se@aff mySupport Options W £+ Theme iSupport £ Nav | Sff Mavigator w* &

A
e » '
= S & O
j @ Staff
Dashboard ! Add Mavigator Link
Label Software FAQs :
Mavigator Diessigner
Type FAQ Topic -
HNavigator Sections &
= .
Support Resources ==
Page Title Software FAQs :
i Start BeyondTrust Chat x
_ Tutorial Hone w
! Headlines »
> EAC: . FAQ Topic Software w1
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Component Type In Designer:

Page 14

Name | Support mySupport £# Options | Staff mySupport Options vw & Theme| Support
L
E @ Staff
Dashboard |/ undefined Settings
MHame FAQ Topic
Mawvigakor Dresigreer
FAQ Topic Software
2 Sunons
- a
™ Event Calendar = o
ail Chart Border Mo
f Facebook Monitor Style Default
T OFAD: Refresh ez n
T FAQ Topic
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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.

Deskiop || Configuration / Options and Tools | Integrate | Asset Import (

Select spreadshest to import Mo file chosan Load
Worksheet - Select a Waorkshest hd
Attempt Asset Type Mapping On m

Default Asset Type Computer v o+
Attempt Asset Owner Mapping Qn m

Default Owner Unassigned Clear
Update Sync Field MNarme W

Perform Duplicate Name Chedk on u or
Update

Impaork Source iSupport Columns Mapped Columns

- NAME - -
COMMENTS
MFG
MODEL
LOCATION o
TAG_MUMBER
SERIAL_NUMEER
OT_PURCHASE
OT_WAR_END
OT_MAINT_END
UNIT_COUNT

- ITEM_COST_PRIC ™ -
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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.

Desktop / Configuration | Options and Tooks [ Customize [ Event Calendars

Calendar Settings
Mame Msating Calendar 2
Waork Days Sunday a |l
Mondzy
Tus=gay
Wednesday
Thursday
Friday
Saturday -
Wark Day Start Time 2:00 AM w
Wark Day End Time 5:00 PM bl
JEvents per Day 2 :
JDefault Event Duration Ely :
Adaptive Slot Height Mo

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.

Profile Details > Display Time Zone (UTC-08:00) Pacific Time (US & Can: %
o The Display Time Zone is for display
Diesktop MNotification purposas only, Business hours escalation and
Center statistics are based on the assignee's
support center time zone.

Dresktop Quick Access

Work Item Date Picker Format MNone b
Vigws

Password Resst
Wiew Subscriptions
Correspondence Google Calendar™ Access Grant Access
Parsanal Rules Work Day Hours Start | S00AM| ¥ | End E00PM| T
Parsonal .
Correspondence Default Event Duration 4]
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A Refresh Type setting has been added to the Event Calendar component settings.

e
Today « » [ 5/22/2003- 5imemnaa Wiork Wesk W
Configure
Mon 5/22 Fri 5/26
Windowr Tithe: Event Calendar
all day
Shows Hesden Y
B:00 AM
Show Border: Yes
I Refresh Tyos: ® st ) Timed I
S:00 AM
Calendar Source: Event w
Event Calendars: Mesting Calendar A
10:010 AM
Initizl View: Work Week W
11:00 AM
-
B

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.

Deskiop | Configuration [ Options and Tooks | Integrate | SMS Camiers

The Notification feature on the mySupport Portal enables notifications: bo be sent via Shart Message Services {SMS) whenever a
designat=d work tem is updated. SMS enables an email to be zent as a SMS text message to a mobile phone,

When a user adds a phene number and selects an SMS @rrier in the mySupport Account Settings, the number will precade the
carrier's @[domain name] email address to creake the SMS gateway for the message to ba sent. A text will be sent to the phone
email address with an activation cods,

Use the following fields to configura a carrier that is not in the current list of SMS carriers. See Wikipedia's List of SMS gateways
page for comprehensive SMS carrier information.

Hame Verizon Wireless
Email Address Envtent.com
Prepend
Country Code

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.

Copyright ©2023. 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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