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1 Introducing Richmond SupportDesk version 6.90

Richmond SupportDesk version 6.90 introduces a number of new features as
well as new Asset Management Capability.

The following release notes describe the key features and changes in this
release.

Please take the time to read the sections below, which contain important
upgrade information that will help ensure the smooth progression of your
upgrade.

2 Important Upgrade Information for ALL Customers

Because of the significant changes in this release we are recommending the
following additional actions for Customers running older versions of
SupportDesk:

Version Action
6.70 Uninstall the main client BEFORE upgrading
6.67 or older Contact support BEFORE upgrading on 01428 647333 or

email support@richmondsys.com

ALL VERSIONS Read the Release Notes and consult the SupportDesk
Upgrade Guide BEFORE upgrading

In this 6.90 release there are a number of brand new features relating to
Configuration, Asset and Incident Management, and we have added and
updated many help files. Please take the time to review the new features
below and browse help files to get help on enabling them.

In the previous release (6.80) there was a substantial difference in the Email
configuration compared to releases prior to 6.80. This included many new
configuration settings for sending email and additional areas where text can
be edited and formatted. If you are upgrading from a release prior to 6.80,
when you upgrade, any new customisable text area will have pre-configured
text, which you can edit. Any existing customisable text area will retain
your existing text.

Some of the key configuration settings are listed below. This is not a
comprehensive list of settings; please refer to the updated help files for
more information.
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2.1 Using Email Formatting

If you want to use the new outgoing HTML email formatting then you must
configure this in the Setup Console A Email Settings A Formatting:

% SupportDesk Setup Console - [Formatting]

ol Fle Help

R General

',-’} Configuration Managernent
ﬁ Incident Management
ﬁ Problermn Management
@, service Level Management
&y Change Management
':’.E} Miscellaneous

& Resource Management
3 PC Inventory

f} Self Service Portal

= Email Settings

J

Frofile Settings

©)

Specialist alerts

&

Formatting

o Reporting

=10l |
==l x|
General
Choose a format for autgaing mail: HTML hd
—Email Farmatting Options
—Label
Fant: Inrial 'l Faont Style: INormaI 'l
Font Size: |11 Colour: Iblack 'l
—Text
Font: I.qrial vl Font Style: INormaI VI
Font Size: |11 Colaur: Iblack 'l
« save | )] Exit |

You can also add an image to be included in the email signature. This is
configured in the Setup Console A Email Settings A Profile Settings
A Incident Templates Tab A Signature Tab (second tab from left).
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2.2 Specialist Alerts as Emails

If you want SupportDesk to send alerts via email this must be configured in
the Setup Console A Email Settings A Specialist Alerts A Global setting at
the bottom of the screen: Send Alert as Email

% SupportDesk Setup Console - [Specialist Alerts]

8Z File Help
General
Configuration Management
Incident Management
Problem Management
Service Level Management
Change Management

Miscellaneous

altcdhadtoll g - 1

Resource Management

=1alx]
=1=1x]

Incident Added | Incident Updated | Incident Re-Assigned | Incident Escalates Responsel rAr

Subject to be displayed in the alert when a new request is added for a specialist:

INew Incident

Text to be displayed in the alert when a new Incident is added for a specialist:

8 PC Inventory IA new request has been logged with you as the selected specialist
0 Self Service Partal Textto be displayed in the alert when a new Incident is added for a group:
=] Email Settings IP. new request has been logaed to your support group
__) —Include the following fields in the alert message:
Frofile Settings
RequestField O
@ M Request ID
v
Specialist alerts Loggt.ed.B\,r
[ specialist
iy M Group
3@ Category =l
Formatting
milist for the activity by default
J Save | EE) Exit:
. . ¥ Send alert as Email B Send alerts as Alarm
o5 Reporting
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2.3 Specialist Alerts when Activities are Set

One particularly useful new feature is the ability to configure the Activity
Notification to include the update prefix before the Incident ID, thereby
ensuring that if a Specialist replies to the email, it will update the incident

record.

This is applicable to Activities and Incident Workarounds (Problem
Management) and is configured in the Setup Console A Email Settings A
Specialist Alerts A Activity Tab (rightmost tab)

% SupportDesk Setup Console - [Specialist Alerts]

8Z File Help
a2 General

'ﬂ' Configuration Managerent

ﬁ Incident Managerment
Problemn Management
@, Service Level Management
&y Change Management
I',’E}‘ Miscellaneous

1.5} Resource Management
8 PC Inventory

0 Self Service Portal

= Email Settings

=

Frofile Settings

@

Specialist alerts

=1alx]
=1=1x]

Incident Re-Assigned | Incident Escalates | Response | Resolutio

—Include the following fields in the alert message:

Subject to be displayed in the alert when a activity is assigned to a specialist:

|+ factiviey 1D +

ISpeciaIist jin]

Text to be displayed in the alert when a activity is assigned to a specialist:

Incident ID

IThis Activity was assigned to you.|

RequestField

Request ID
Logged By
[ specialist

5 [ Group
@ [l category
. Status
Formatting
[ priarity
[ surnmary
[ Details
[l Primaryassaociation
[ alarms the Specialist for the activity by default
J Save EE) Exit
. . ¥ send alert as Email [~ Send alerts as alarm
L) Reporting
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2.4 Setting Specialist for Incidents updated via Email

When an Incident is updated via email, an Action is automatically added to
the Incident record and the details of the update are recorded in the
Action. This Action needs to be assigned to a Specialist, the setting for
which is accessed through the Setup Console A Email Settings A Profile
Settings A Email Updates Tab.

% SupportDesk Setup Console - [Email Profile Settings] - | Ellil

8Z File Help
a2 General
'ﬂ' Configuration Managerent
ﬁ Incident Managerment
Problemn Management
@, Service Level Management
&y Change Management
I',’E}‘ Miscellaneous
1.5} Resource Management
8 PC Inventory
0 Self Service Portal
= Email Settings
Frofile Settings
Specialist alerts
B
Formatting
a5 Reporting

=1=1x]

Ermnail Profile : IDef’auIt profile j Manage Profile |
+ General Settings | &] Server Settings |- Emailed Incidentsl #4 Email Updates (@ 1q: 4 »

v allow Update of Incidents via E-rnail

" Prefix methaod
In order for the email to be classed as an update. The email must have the defined
prefix in the subject. This must then be succeeded by the Incident id. This is facilitated
in the autoreply subject tab. Please ensure the prefix text is entered at the end of the
autoreply subject.

Prefiz: |10

" Section method
The autoreply email will contain a section for the user to reply in, When this email is
received only the text inside this section will be updated to the request.

General Options
[~ append updated ermail to Incident Details

Incident Update

v Add update email as a request action

Specialist:
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2.5 New Options when sending Email from Incident

When sending an email from an Incident record it is now possible to include
any attachments that have been sent and specify the Action Type. These
settings are configured in the Setup Console A Email Settings A Profile
Settings A Incident Templates Tab A Manual Tab (rightmost tab).

% SupportDesk Setup Console - [Email Profile Settings]

ol Fle Help

R General

':3‘ Configuration Managernent
ﬁ Incident Management
E Problermn Management
@, service Level Management
&y Change Management
':’.E} Miscellaneous

& Resource Management
3 PC Inventory

@ Self Service Portal

= Email Settings

=,

Frofile Settings

©)

Specialist alerts

3

= =23
=@l x|

Email Profile : IDeFauIt profile j Manage Profile |

P2 Incident Templates |4

7 Email Updates |@Ignore Ernail |7 Extended Setting

Added by Specialistl Added/Updated by EmaiIfWebl Responded Resalva

PPrd b

 Manual | |

Subject

when an email is manually sent from SupportDesk, use the followin

g subject.

¥ Incident Summary  + [ID: + |Request ID j

¥ add email as action for the incident by default

[¥ Include attachment details into the action

Select default Action Type: |E-rnail

General
Incident Update
Investigation

Formatting Meeting Request
Off Site Maintenance
On Site Maintenance
Password Reset
o Save @ Exit
a5 Reporting
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2.6 New Problem and Change Management Email Options

If you are using Problem and Change Management you will need to configure
the Problem and Change Outgoing Email templates in the Specialist Profile
settings:

8Z File Help
:_?z General
'ﬂ' Configuration Managerent

1 Setup Console A Email Settings A Profile Settings A Problem
Templates Tab

1 Setup Console A Email Settings A Profile Settings A Change
Templates Tab

% SupportDesk Setup Console - [Email Profile Settings]

=1alx]
=l=1x]

ﬁ Incident Managerment
Prablern Management Ermnail Profile : IDef’auIt profile j Manage Profile |
@  service Level Management —
] 2 Incident Templatef 57 ange Templates
/! Change Management ,ﬁl dent T late ) £ Problem Templates: c;}Ch T lat LI
‘;’E} Miscellaneous Zhared I Known Erro p c:ialistl
1.5} Resource Management . .
rFields to include ————————————
8 PC Inventory
. T P t -
@ Self Service Portal e e
- il . O specialist
=] Email Settings O Loggedey
O Priarity
'__) Status Current Sta..
Frofile Settings Category Category: o
< | »
@ Prompt for field
Specialist alerts I
@ lpdate |
Formatting
@ Exit
a5 Reporting
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2.7 Customers using the Self Service Portal (SSP)

Please note the following:

When you install the web components of Richmond SupportDesk, i.e. the

components required for Web Reporting, the Specialist Web Interface and
the Self Service Portal, you will be instructed to remove the existing web
component installation through Windows Add/Remove programs.

The process of removing the web components will remove all of the
standard shipping style sheets and images.

If you have customised the standard shipping style sheets and images then
you must make a back-up copy before removing the web components
through Add/Remove programs.

After the web components have been installed, the backed up copies can be
restored (copied) back to their folders.

If you have made customisations elsewhere, these should not be affected
however we strongly recommend that you back up all customisations
made to style sheets and images for the Self Service Portal.

Richmond SupportDesk 690 Release Notes Page 10 of 19



Before upgrading please check Upgrade Guide on www.richmondsys.com/customerzone

3 Important Information for Customers upgrading
from v6.73 or prior

Version 6.8 includes a number of new features that require a different
approach to configuration and usage from versions prior to 6.73. It is very
important that users who are upgrading from version prior to 6.73
familiarise themselves with the key changes before upgrading, particularly if
you use the Self Service Portal, Reporting module or have Custom Reports.

3.1 Centralised Report Location
Please be aware that in versions of SupportDesk from v6.73 the reports are
stored on your web server with a default path of:

Yy %Drive%\Inetpub\wwwroot\SupportDeské6\Reports

In previous versions the reports were stored on each PC running the
SupportDesk client with a default path of:

y" C:\Program Files\Richmond Systems\SupportDesk\Reports

3.2 Custom Report Compatibility

Some Customers have reports that have been custom written. Prior to the
673 release these reports were written using Crystal 8.5. SupportDesk v6.73
and later uses the latest edition of Crystal i.e. Crystal 2008.

Any reports written in Crystal 8.5 will not automatically work in SupportDesk
v6.73 or later versions. This will also be the case for user-defined reports,
as these take their data from the underlying report template.

The majority of reports written in Crystal 8.5 will work in SupportDesk v6.74
by first opening them in Crystal 2008 and then saving the report file (.rpt) in
the correct directory in the reporting module. Commonly this is:

Yy %Drive%\Inetpub\wwwroot\SupportDesk6\Reports

If you have business critical reports and you are uncertain whether they will
run then do not upgrade until you have checked that these reports will run.

If you have any custom reports written by Richmond Systems and you want
to check whether they will run in v 6.74 then please email
support@richmondsys.com with the report (.rpt) file attached.

Please Note: Richmond Systems cannot take responsibility for
reports that have not been written by us.
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3.3 System Requirements

The web reporting module is an ASP.Net application therefore a web server
is required for the installation and to host the main reporting module files.

Users of the SupportDesk Self-Service Portal (SSP) or Web Interface will
already be familiar with this setup however, for new users it is
recommended that Internet Information Server (lIS) is used and that the
required ASP.Net extensions (in order to allow .aspx pages to function)
are installed prior to installing the reports module.
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4 Web Reporting Information

When we released version 6.73 (March 2009) we included a guide to assist
users in the configurati on and use of web reporting . This guide is titled
ORichmond SupportDesk version 6.73 Upgrade - Essential Information and
User Guide6 and is available from the Customer .

Version 6.73 introduced enhanced web reporting updated to use Crystal
Reports 2008 and a reports module that encompasses an entirely web-based
user-interface, which runs both within and independently from the main
Specialist Client. The 6.73 web reporting features included:

Centralised Reporting & Administration
Runs both within and independently from the main Specialist Client
Based on the latest version of Crystal Web Reports

Report parameter selection on one page makes it quicker to run adhoc
and create custom reports

New report set specifically designed for enhanced capabilities of Crystal
Provides report scheduling capability, including email

HTML, Word, Excel and PDF output formats

Selection of reports can be filtered against the Navigator/CMDB

S R S S S

4.1 Navigator/CMDB Reports

Since releasing the new web reporting module in early 2009 we have
received some enquiries as to how the Navigator reports work.

The SupportDesk Setup Console includes a Navigator Reports setting area
where a list of reports capable of running directly against the Navigator can
be made available to Specialists when they right-click on an item in the
Navigator. It is also possible to choose the display name from this console.

When SupportDesk is installed it automatically selects the Navigator report
selection. A list of Navigator reports is included in the release notes.
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g SupportDesk Setup Console - [Report Setup] =10 %
2]
&, File Help & x|
'.yZ General
'5” Configuration Management
ﬁ Incident Management
rﬁ Problem Management T,‘E} Report Settings 'T' Navigator Reports
@,  service Level Management Please select which reports you require to be made available to users when right-clicking on a
t?_,." Change Management Navigator CI from within the main SupportDesk client. You can also add an optional description
= for each report that will also appear on the Navigator pop-up menu.
7]
(%, Miscellaneous )
, n " . Report Template Dir:  |C:\Inetpub\wwwroot\SupportDesks\Reports |_I Refresh list
o esource Managemen
3 PC Inventory Report Template | Description -
g Self Service Portal O installed Software by PC.rpt
2 Email Settings O installed Software by Publisher.rpt
= : INVENTORY_ITEMS_LIST.rpt
) Reporting [ itemsSummary.rpt J
— ItemsSurnrnaryQ.rpt
dﬁ Items_Including_Requests.rpt
Report Setup DKFRequestLlst_Cat_.SubCatGroup.rpt
O knowledge_Base_List.rpt
D Known Errors List.rpt
DOperating System Summary.rpt
Report Scheduling O cutgeingMail.rpt
PC Details - Installed Software.rpt i
[ | B
Navigator Description: |
+/ Update | @) Ext |

The Navigator reports included in v680 are:

Incident List by Parent Association.rpt
Incident List by Primary Association Only.rpt
Incidents Logged 10 Days Ago or Older.rpt
Incidents Logged 2 Days Ago or Older.rpt
INVENTORY_ITEMS_LIST.rpt
Items_Including_Requests.rpt
ItemsSummary.rpt

ItemsSummary2.rpt
Request_Summary_By_Status_ALPHA1.rpt
RequestList_Response_Resolution.rpt
RequestList53.rpt
RequestListWithltems.rpt
RequestListWithOneltem.rpt
RequestsFailedResolutionTime.rpt

SLA Summary Report.rpt
SLA_Details_Including_Inventory.rpt
SLADetails.rpt

SLADetails_Inventory.rpt

Survey Results.rpt
TimeSheet_Inventory.rpt

Treeltems.rpt

TreeltemsDrill.rpt

= =8 =0 =009 _0_0_9_9_9_9_9_49_49_29_9_9_-4._-2-2_-°_-2-
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5 New Features

Feature

Description

New Incident List
Colour coding

The colour coding can apply to one the following
options:

Status

Priority

SLA

Custom Field
Specialist

Group

Time Since Last Action

= =4 =4 -4 -8 -8 _9

Any RGB colour can be selected for any attribute.
The feature is accessed through the Setup Console
in the Incident Management A Colour Coding
section. The benefit of colour coding is clear and
instant visibility of the state of any Incident record.

New Automatic
Incident
Reassignment

Automatic Incident Reassignment is primarily
designed to automatically assign incident to the
Specialist that first views the incident record.
There is an extra setting that suppresses any
visibility of incident details until the incident
record is opened. This feature has been added to
save time and clicks, but can also be used to avoid
Speci alersrtys poicchki ngdé wuna:s
The feature is accessed through the Setup Console
in the Incident Management A Extended Incident
OptionsA 0 Aut omati c I ncident

New Incident
Reassignment from
on-screen dropdown

In response to many requests we have added the
ability to re-assign an incident to a Specialist or
Group from within the Incident record (in addition
to CTRL + F2 and Right-click context menu) using
on-screen dropdowns. If the Specialist does not
have reassign rights then the capability is disabled
for that Specialist.

New Save Button on
Incident Record

We have added a Save button to the Incident
record screen (left hand side of the toolbar). The
main interface Save button will still save the
current incident record, as will Ctrl + S.
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Feature

Description

New Item
Maintenance

Iltem Maintenance allows you to specify a date
range during which assets are within maintenance.
As well as start and end date, there are fields to
record ocompanyo6, ocover
ocomment sé.

There is also a pre-expiry notification date. This
feature allows you, for example, to monitor assets
under maintenance contract, to be reminded when
the contract is about to expire and to be notified
when the contract has expired.

Maintenance can be set per individual Item style
and is configured in the Setup Console A
Configuration Management A Inventory Styles. The
maintenance details are accessed through the
Specialist interface on the Maintenance tab for
each item.

New Tracking
Capability

Iltems (assets) can now be tracked throughout their
lifecycle. There are two elements to this feature.
Firstly, a new tracking tab that allows available
items to be made available/unavailable, booked
out -lbmandé, put in for oOr |

Multiple trackings, or bookings can be created.
Secondly, tracked items can be viewed on a
Tracking Calendar, which allows the selective
viewing of items by style type.

The tracking feature allows the loaned or
temporary location of items to be planned,
monitored and reported upon. Tracked items that
are -lomandé are visible in
Database in their loaned location as a red icon.

Tracking is set per individual Item style and is
configured in the Setup Console A Configuration
Management A Inventory Styles. The tracking
details are accessed through the Specialist
interface on the Tracking tab for each item, or
through the Tracking Calendar.
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Feature

Description

New Asset Disposal

Assets that have been disposed-off can be sent to a
designated folder (configured in the Setup Console
A Configuration Management A Extended Options
A tracking area. Assets can also be restored to
their original location, or to another designated
location if the original location no longer exists.

New Date and
currency fields added
to Configuration
ltems

Previously it was possible to record currencies
through the numeric data fields and dates through
the alphanumeric fields. We have now tightened up
this capability with specific date and currency
fields that can be applied to configuration items.
This also increases the number of available Cl
fields.

New Quick Statistics
visible in the
Navigator pane

Quick statistics can be viewed in a navigator pane
which is permanently visible whilst Specialists use
the SupportDesk interface.

New Print Quick
Statistics

We have added the ability to print directly from
the Quick Statistics Window.

New OHistory6 Tab

This feature keeps a non-editable record of the
following CI changes:

1 Movement within the CMDB from/to
1 Changes to any of the details in the
Configuration Details TAB

History collection is enabled in the Setup Console.

Improved File
Attachment Handling
(Drag nd Dr

File attachments can now be dragged onto the file
attachment areas in SupportDesk, including ClI
records and Incident records.

Customer Updates via
SSP Enhancement

Customer Updates via the Self Service Portal can
now be configured to go to a particular Specialist.

Adding multiple
attachments via the
SSP at time of
incident logging.

Previously attachments could only be added to calls
once the Incident was logged. Now the Incident
logging process can include an optional step to add
file attachments.
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Feature

Description

Incident List
Persistence
Enhancement

The Incident List expanded/collapsed layout when
grouping is being used now persists when the
SupportDesk application is closed and re-opened.

Search Speed
Improvement

The search speed across very large Incident Lists
has been increased.

Reporting

In this release we have added new reports and
increased the scope of reports that can be directly
filtered against the Navigator/CMDB. Reports
include new tracking and maintenance reports.
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6 Bug Fixes

Issue

Description and Resolution

Quick Print Incident
Record

Some users have experienced a delay between
selecting the print key and the current Incident
displaying in a printable format on screen.

In order to minimise this delay, we have changed
the way this report is run.

Please note: The underlying report that is invoked
when you print an incident record is called
ORequestDetails.rpto. | f
report then you will need to contact Richmond
Support for advice on how to apply this report to
the new functionality.

Apostrophe in email
address

SupportDesk can now handle apostrophes in email
addresses.

Knowledgebase
Article Usage Stats in
SSP

Previously if a knowledgebase article was deleted
by the Service Desk it would still appear in the
0Top five most popul ar 6-
users web interface (Self Service Portal). This is no
longer the case.
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