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Introduction

Welcome to the Richmond SupportDesk Self Service Portal user guide. This document describes how
to use and configure the product in order to help you get the most from the features and options
available. You should refer to this document prior to installing the software and you should ensure that
you fully understand the installation process and the upgrade procedure (if necessary).

Product Overview

The Richmond SupportDesk Self Service Portal is an additional module which forms part of the
Richmond SupportDesk product suite. It is a web-based product and enables organisations to expose
the service desk environment to their customers in order to promote the idea that customers can
proactively self serve.

Built using the latest technologies, the Self Service Portal is fully customisable and gives you complete
control over the information that your customers are able to view and which functions they can perform
within the service desk environment.

A fully customisable user interface and knowledge base allow you to easily create a more user-centric
experience for your customers and target them with specific bulletins or knowledge base articles which
help you promote the idea of self service and free up valuable service desk resources.

Wh a t New

Users of the existing Customer Web Interface will now benefit from the following new features when
upgrading to the Richmond SupportDesk Self Service Portal:

1. Multiple Customer Settings Groups.
Users can now be assigned to individual Customer Settings Groups. These groups contain all
configuration settings for the users enabling you to customise the product on either a per-user
level or globally depending on your requirements.

2. Field-level Visibility.
The level of information that users are permitted to view can be configured at field level. This
enables you to specify exactly what users can see and when they can see it.

3. Fully Customisable Appearance via CSS.
Applying a different visual style to the product has now been made simple by the use of CSS
(Cascading Style Sheets). Each user group can have its own CSS style assigned making it
possible to customise the visual appearance of the product on a per-user level if required.



10.

Hierarchical Data Access.

Users can now view details of Incidents assigned to configuration items ( C | & &ther locations

the within Navigator. As an example of this powerful new enhancement; more senior users such
as department managers can be granted access to all Incidents logged against their department
and/or staff.

Redesigned User Interface.
Based on the .Net Framework, the user interface has been re-designed to provide a rich user
experience which is both functional and modern.

Self-Mapping User Registration.

New users can now be automatically mapped to a specific user group when registering a new

user account. This mapping is based on the domain name provided as part of the users E-mail
address (i . e. @ri chmondsys. com). User accounts
Verificati ond® st atus wher eby s er vfirstverifydie erdableathbosera i st r
account before they can login to the service desk.

User Specific Knowledge Base.

User groups can now be mapped to a specific knowledge base catalogue; allowing you to
develop more customer-centric knowledge base articles aimed at the user group in question.
The knowledge base also monitors the top five most popular articles viewed for the specific user
group and presents this list at login so that users are automatically made aware of any new
issues possibly affecting the group.

Change Management Functionality.
Users now have the ability to raise new RFCO6s
the queue ready for Service Desk approval.

Automatic CI Association.

When users raise a new Incident, it is now possible to automatically associate any number of
theirparent Cl1 6s (Configuration |Items) at the point
desk to manually associate the Clobés afterwards

Enhanced Browser Support

The Self Service Portal has been designed to work with the most popular web browsers
available today and so you can be sure that your target audience is not going to be restricted by
their choice of browser software.



Configuring the Self Service Portal

This section describes how to configure the Self Service Portal ready for use.

Web Admin
& Self Service Portal - Web Admin E |

Wwieb Config File IE:HInetF‘uI:u'xwwwn:u:ut'xS uppontDesk\Customenafebbweb, config | Load
Database Connection Settings Advanced Database Options
Connection Pooling allows databaze connections o
SOL Server: IdEVSEW be maintained to facilitate quicker database access.

[Database : Irsupdev kimimum pool |5 3:

J Save :t}) E it

The Web Admin application is installed with the Self Service Portal and is a Windows-based application
which allows you to configure the initial database connectivity for the system.

Launching the Web Admin Application

1. Click on Starti Runi Richmond Systems i Richmond SupportDesk i Web Admin from the
Windows Start menu.

2. The Web Admin application will appear. At this point, the main options will be disabled as you
are required to browse for the SeWeébc&EigrThisis e
an XML file which contains all application settings for the system.

Note:

The application will attempt to load Web.config automatically when it is started. If this does not
happen; the file can be found in the root directory of the SupportDeskSSP website (i.e.

C:/ I net Pub/)wwwr oot/ é

3. Inthe Database Connection Settings frame, enter the required SQL Server and database name.

Po



4. Click on the Test button. If the test is successful; you will receive the following message:
Self Service Portal - Web Admin |

L]
\ ll) S0l Server Canneckion Completed SuccessFully
.‘-'.

If not; you will receive this message:

Self Service Portal - Web Admin |

@ S0l Server Conneckion Failed

In this event you must ensure that you have entered a valid SQL Server and database name
and that the machine you are attempting to connect from is able to connect to the SQL Server in
question.

5. The Advanced Database Options allow you to fine-tune the database connection pool and
should only be changed if you are expecting more than 100 concurrent users to be connected to
the system at any single point in time. If this is the case, you should increase the value of the
Maximum Pool setting by the required amount.

Warning:

Setting the Maximum Pool to a value which is too low could result in users experiencing
database connectivity problems and so it is recommended that the default value of 100 is used
for most installations.

6. Once you are satisfied with the settings, click on the Save button to update the configuration file
and exit the application.

Note:

The settings specified with the Web Admin application are only loaded when the Self Service
Portal application is started. If changes are made whilst the web application is running then it
will be necessary for you to restart it before the new settings are applied. This will cause any
active user sessions to be lost.



Setup Console

The SupportDesk Setup Console is part of the SupportDesk Windows Client and should first be
installed from the product installation CD. This section concentrates on only the areas relevant to the
SupportDesk Self Service Portal as displayed in the screenshot below:

w% SupportDesk Setup Consale
File Help

General

Configuration Management

Incident Management

Problern Management

Service Level Management

Change Management

Miscellaneous

Resource Managernent

PC Inventory

(@L< Jaf el L1 14

self Service Portal

-

2

Custormner Settings

-

©®

Customer Auto Registrations

Customer Bulletins

)

Customisable Text

@

Legacy Web Settings

For further information on the other areas of the Setup Console, please refer to the SupportDesk Setup
Console User Guide.

Richmond Systems Ltd, West House, West Street, Haslemere, Surrey, GU27 2AB
Tel: +44 (0)1428 641616 - Fax: +44 (0)1428 641717 - info@richmondsys.com - www.richmondsupportdesk.com




Customer Settings

The Customer Settings screen is where the individual user groups for the Self Service Portal are
configured. Each user group contains a variety of options and settings which allow you to tailor the
product in order to suite different types of user.

For example, your organisation may be a Managed Service Provider; responsible for providing service
desk operations to a number of different companies, in which case you could configure a single
customer settings group for each of these companies and apply a unigue look and feel to each by
applying the companies corporate colours, logo and font to the Self Service Portal.

In addition to this, you could also provide department managers for these companies with their own
specific group by cloning the existing one and assigning further user privileges to it such as the ability to
see their staff amdéedbidty teraiseiCimange Reguestss

w% SupportDesk Setup Console

File Help

3R General

ﬁ Configuration Management

ﬁ Incident Management

E Froblern Management

@j. Service Level Management

4 Change Management Default Settings i General ]B Toaolbar Settings ] % add Incidentl ' 1ncident \.l'iELIL
':3 Mizcellanzous Custorner Reqistration

jd Bessurcaliionanciic Reqistration Style : |C0ntact j
a PC Inventory

€] Self Service Portal Default Status : |\.-'er|ﬁed

o)
&y
é-.

. Display Settings
Custorner Settings

[~
Default Navigator Parent : | J
[~

Template Type : |Standardj |B|ua

©®

MiscSettings

Customer Auto Registrations Know\edge_ Base - Indexing |D | B
service root catalog @ |Developmen

Custarn Toolbar Button

Custamer Bulletins Irmage URL : |

@ Destination URL : |

'\‘u‘* Clone Mew Group

Customisable Text ﬂ

v I .
Delste Group v Default Settings Group J Save @) Cancel Edit

@

Legacy Web Settings

When the Self Service Portal is first installed, a single settings group is created. This is simply named
Default Settings. If only a single settings group is required then it will only be necessary to configure

this group. If further groups are required, then simply highlight the required group from the list and click
on the Clone New Group button:



SupportDesk Setup Console

Please enter the name for the new Settings Group

é’ (0] 4 ﬁ Cancel

Enter a name for the new group (i.e. Company 1 Ltd) and click on the OK button. A new group will be
created and its settings will be inherited from the original item.

The Customer Settings screen is categorised using a number of tab pages. Each tab relates to a
specific configuration setting as described in the following section.

General

w% SupportDesk Setup Console

File Help
a2 General
ﬂ Configuration Managerment
ﬂ Incident Management
ﬁ Problern Management
Qs Service Level Management
JJ Change Management 2 ':Z} General |B Toolbar Settings | B Add Incidentl r Incident Wie 4 | 4
'J"B Miscellaneous & C.ustomlsed X X
i Craig Style 2 [ Customer Registration
Resource Management 5
0 g GELOHEL Reqgistration Style :ICUntac’c j
& PC Inventory TestG Group
@ Self Service Portal Default Status :IVErifiad

0

[~ |
“i@ Default Navigator Parent :IRichmond Systerns Ltd ! |
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[

i Display Setti
Custormner Settings Isplay Settings

Template Type : IStandardj IBIue
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MiscSettings
Customer Auto Registrations Knowledge Base - Indexing
service root catalog : IDE\’IEID':"-“E“':KB

Custom Toolbar Button

Customer Bulletins Image URL : ||
@ Destination URL : I
=
\\"‘ Clone Mew Group
Customisable Text ﬁ

¥ Default Settings Group J Save @ Cancel Edit

Delete Group

@

Legacy Web Settings

Customer Registration

These settings apply when a user belonging to the selected customer settings group registers a new
account with the service desk.



1 Registration Style.
The inventory style template to be used when users register with the Service Desk.

1 Default Status (Pending Verification or Verified).
The default account status of users who register with the Service Desk.

1 Default Navigator Parent.
The default location within the SupportDesk Navigator where new users are placed once they
have registered. To change the location, click on the [! ] button and the following screen will
appear:

Select a Mavigator item

- &
+- 0 develop
+ (} External Bugsz/Feature Requests
+- &% Richmond Systems Lid
+- O richays
+- O Test
+- O Test

+ (} Test [tem [for development]

k. Cancel

Drill down through the Navigator to locate the required CI. To select the ClI, click on the OK
button.

Display Settings
These settings apply to the visual appearance of the selected customer settings group.

i Template Type (Standard or Custom).
The name of the CSS (Cascading Style Sheet) to be applied to the group by default.

Knowledge Base
These settings apply to the document knowledge base for the selected customer settings group.

1 Indexing Service root catalog.
The name of the default Indexing Service catalog to be used when users query the document
knowledge base.



Custom Toolbar Button

Each customer settings group can display a custom button which appears within the Self Service

Portalsd®é6 main too
used and the buttons destination URL.

1 Image URL.

| bar These

settings

apply

The URL of the image to be used for the customisable toolbar button (if displayed).

1 Destination URL.

The destination URL of the customisable toolbar button (if displayed).

Toolbar Settings

#% SupportDesk Setup Console

File Help

382 General

ﬁ Configuration Management
Incident Management

Service Level Management

ﬁ Problern Management
@
&

Change Management
G Custorised
Craig Style 2
GCLOMEL
Tests Group

Miscellaneous
Resource Management

PC Inventory

@)

Self Service Portal

o
&y
&w

Custormner Settings

©®

Customer Auto Registrations

Customner Bulleting

_ 'J.’z} General B Toolbar Settings |B Add Incidentl r Incident Yie 4 | »

Toalbar Button Visibility Configuration

Field

[ add Incident
Conta:t Us
Hnma

B4 tncident List

[ knowledge Base
Lngnut

My Account

M Raise RFC

M rFC List

& P
S5 Clone New Group
Customisable Text ﬁ

Delete Group

@

Legacy Web Settings

This tab allows you to specify which buttons are available for users on the main toolbar of the Self
Service Portal. The available buttons are shown in the list view. To hide or show a toolbar button;

simply check or uncheck the relevant

Save

¥ Default Settings Group J

@ cancel Edit

button as required.

t

(0]

t

h



Add Incident

w% SupportDesk Setup Console

File:
o
2
(]
7]
@
&

Ok &i@

Help
General
Configuration Management
Incident Management
Problern Management
Service Level Management
Change Management

Miscellaneous

G Custorised
Craig Style 2

Resource Management GCLOKEL

PC Inventory

Self Service Portal

o)
&,
é-

Custamer Settings

©®

Customer Auto Registrations

Custorner Bullstins

Customisable Text

@

Legacy Web Settings

Tests Group

@

Clone New Group

®

Delete Group

£ Generall I3 Toolbar Settings & add Incident |r Incident Vie 4 | 4

~Incident Fields

Category

Custorn Classification
Description

Group

Incident Priority
Quick request
Specialist

Incident Status
Summary

Please note that to make a field appear
invisible or disabled, a default value
rnust be specified.

™ Enabled
W wisible

F Mandatory

v Default value
[~

Mo Action Required
Major Wersion (7.00)
Mext Wersion (6.6)
Mext Build {6.5.x)
Immediate fix (BUG!)

W Default Settings Group

4 Save

@ Cancel Edit

This tab allows you to specify the availability, visibility, and default values for each field in the Self
Service Portal® Add Incident screen.

The available fields are listed on the left along with the following options on the right:

Enabled.
Specifies whether or not the selected field is enabled or disabled.

Visible.
Sets the visibility state of the selected field.

Mandatory.

States if the user must specify a value for the selected field when raising a new Incident.
Please note that this option is not available on all fields as some of these are always specified
as mandatory such as Status and Priority.

Default Value.

If the selected field is specified as either disabled of hidden then a default value must be
specified. Select one of the entries from the drop-down list provided in order to select a default
value for the field.



Incident View

#% SupportDesk Setup Console
File Help

382 General

ﬁ Configuration Management
ﬁ Incident Management
E Froblern Management
@j. Service Level Management
Jij Change Management
'J.’El Miscellaneous

fd Resource Management
a PC Inventory

@ self Service Portal

o)
&,
é-

Custamer Settings

©®

Customer Auto Registrations

Custorner Bullstins

Customisable Text

@

Legacy Web Settings

This tab allows you to select which fields and tab pages are available to users within the Self Service
Po r t Bndidéndg Details screen as well as the default Action Type that will be used when a user

updates an Incident from

Incident DataVisibility Configuration

Default Settings

@

Clone New Group

®

Delete Group

it.

% add Incident I tncident view lt] Incident List] @ sutomatic 4]0

Incident Data Wisibility Configuration

Field

[ Incident actions
[ Incident activities
[ Incident associations

Incident Category field
M Incident Custom field
[ Incident Details field

M Incident Group
M incident Logged By

FA trcidant 1 nn data

Incident Update

Incident File Attachments

Incident Escalate time field

Action Type : Testing

|

¥ Default Settings Group

Save @ Cancel Edit

Each available field and tab page is listed here. Simply set the visibility state of the item by checking or

un-checking the checkbox next to the item description. A description of each of the items available is

given in the table below:

Item Field or Tab Page Description
Incident Actions Tab Page Tab pagg containing dgtalls
of all Actions for an Incident.
Tab page containing details
Incident Activities Tab Page of all Future Activities for an
Incident.
Tab page containing details
Incident Associations Tab Page of an | associgtedn t
Cl 6s.
Incident File Attachments Tab Page

Tab page containing a list of




all file attachments
associated with the Incident.
From here, users can also
upload and download file
attachments.

Incident Category Field

Field

The Incidents selected
Category.

Incident Custom Field

Field

The Incidents custom
classification field. This field
will only be displayed if it is
vi si bl e and io6f
Custom Classification feature
is enabled.

Incident Details Field

Field

The Incidents Details field.

Incident Escalate Time Field

Field

The Incidents escalation time
(if applicable).

Incident Group

Field

The Incidents selected Group

Incident Logged By

Field

The ID of the user who first
logged the Incident.

Incident Log Date

Field

The date and time at which
the Incident was logged.

Incident Priority Field

Field

The Incidents currently
selected Priority.

Rescode

Field

The Incidents selected
Resolution Code (if
applicable).

Incident Resolution Field

Field

The Incidents Resolution text
(if applicable).

RFCs

Tab Page

Tab Page containing a list of
an Incidents associated
RFCo0s

Incident SLA Field

Field

The Incidents selected SLA /
Escalation Type (if
applicable).

Incident Specialist

Field

The ID of the Incidents
selected Specialist.

Incident Statistics

Tab Page

Tab page containing all
statistical information related
to the Incident.




Incident Status Field

The Incidents currently

Fiel
el selected Status.

Summary

Field The Incidents summary text.

Incident UDF Tab

Tab page containing details
of any user-defined
information associated with
the Incident.

Tab Page

Incident Customer Add
Comment

Tab page which enables a
user to update an incident
Tab Page with additional information in
the form of an Action of the
specified type.

Incident Update

This section allows you to specify the Action Type that is used when a user updates an Incident. Users
of the Self Service Portal can add text-based updates to an incident and these are done so by creating

an Incident Action.

Simply select the Action Type from the drop-down list provided.

Incident List

w% SupportDesk Setup Console

Fie Help

a2 General

ﬁ Configuration Management

ﬂ Incident Management

ﬁ Problern Management

Q Service Level Management

L5 Change Management

Miscellaneous

Resource Management

PC Inventory

@)l

Self Service Portal

o0
%
5

Customer Settings

6

Custormer Auto Registrations

Custorner Bulletins

Customisable Text

@

Legacy Web Settings

G Custornised
Craig Style 2
GCLOMEL
Tests Group

@

Clone New Group

b

Delete Group

& add Incidantl I tncident view 07 1ncident List |D Automatic 4 | 4

Incident List Wisibility Configuration

Field

O active

O association

O attachrments
DCategDry

O custom Classification
O &scalate Time
DGroup

O Logaed by

[ Logaed date

[ primary Assaciation
O Priority

[ resolution Code
Oresalved
Oresponsed To

—_.— .

¥ Default Settings Group J Save @ Cancel Edit




This tab allows you to specify which fields are available to users when viewing the Incident List from
within the Self Service Portal. The Incident List contains details of all Incidents that the user is permitted
to see.

To set a fieldbés visibility state; simply check o
of each of the fields and the data they represent is shown below:

Field Data Type Description
Active True/False Stqtes if t_he Inqdent is in an
active or inactive Status.
Shows the number of file
Attachments Number attachments associated with
the Incident.
Category Text The Category of the Incident
Custom Classification Text Uls Cgstom Qla55|f|cat|on of
the Incident (if applicable).
Escalate Time Date Time Th? Escqlate T|.me of the
Incident (if applicable).
Group Text The Qroup that the Incident
is assigned to.
The ID of the user who first
Logged B Text .
99 y X logged the Incident.
. The date and time that the
Logged Date Date Time . .
99 ! Incident was first logged.
The Alphal field of the
Primary Association Text I ncidentdés pri
association.
S Text Thg current Priority of the
Incident.
Resolution Code Text Th? Reso-lunon.Code of the
Incident (if applicable).
States if the Incident has
Resolved True/False been resolved or is pending
resolution.
States if the Incident has
Responded To True/False been responded to or is
pending a response.




The SLA type of the Incident

SLA Text (if applicable).

Specialist Text The Specialist of the Incident.

Status Text Thg current Status of the
Incident.

Summary Text The Summary of the Incident

Tip:

It is worth taking into account that the Incident List may appear quite full if every available field is

displayed to the user. Therefore; it is recommended that users are only provided with the most relevant
information in the Incident List so that it is more legible. Users can then be granted rights to view more
in-depth information from within the Incident Details screen.

Automatic Incident Closure

g SupportDesk Setup Console
Fil= Help
General
Configuration Management
Incident Management
Problern Management
Service Level Management
Change Management
Miscellaneous
Resource Management

PC Inventory

ChaisoPmB K

Self Service Portal

Gy
[

Customer Settings

©®

Customer Auto Registrations

Customer Bulletins

S

Customisable Text

@

Legacy Web Settings

Incidents logged by users of the Self Service Portal can be automatically assigned to a nominated
inactive Status such as Closed after a user-defined period of inactivity has elapsed. This feature is

@ Customer, Settings

Default Settings

@

Mew Group

®

Delete Group

a Automatic Incident Closure l“,@ advanced Settingsl fg RFC add 4 ¥

Incidents which are logged by the End User, can be autornatically moved
into an inactive status after a set period has passed.

W Enable sutormatic Incident Status Update

General Settings

Time {In Service Hours) before
automnatic incident closure ocours @

Inactive Status to move incidents into @ Completed -

Statuses to automatically close

0od ooh 40m

M approved
[ approved - Needs Signoff

[ approved - Needs specification

Open
£

Ready for Testing

| >

¥ Default Settings Group

J Save

@ cancel Edit

particularly useful if you wish to avoid a scenario whereby Incidents remain in a particular status for too
long such as With Customer.



Automatic Incident Closure Requirements
To enable this feature ensure that the Enable Automatic Incident Status Update checkbox is selected.

In order to qualify for automatic closure, Incidents must meet the following criteria:

1 The Incident must have been logged by a user of the Self Service Portal. Incidents logged in
this way will have Web as the entry for the Logged By field.

1 The primary association for the Incident must be the Self Service Portal user that logged it.

9 The Incident must have at least one Incident Action.

1 The Incident Status must be one of the Statuses selected in the Statuses to automatically close
list.

1 The user-defined time period must have passed since the date and time of last Incident Action
and Incident Log entry.

Note:

Automatic Incident closures are processed by the SupportDesk Escalation Service which must be
running in order use this feature.

General Settings

1 Time before Incident Status update occurs.
This specifies the period of inactivity (in service hours) that must have elapsed before Incidents
are moved to the new Status.

9 Inactive Status to move Incidents to.
This specifies the target Status to assign Incidents to. Only inactive statuses are shown here.

Statuses to automatically close
This list contains all available active Statuses. Ensure that each Status upon which you wish to enable
automatic Incident closure is selected by using the checkbox next to the required item.



Advanced Settings

g% SupportDesk Setup Console

File Help
:}4: General
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Delete Group ¥ Default Settings Group J Save | @) Cancel Edit

@

Legacy Web Settings

This tab allows you to configure additional settings for the Customer Settings Group.

Default Navigator Incident Visibility Settings

These settings specify how many levels a user can traverse both up and down the Navigator from their
own location withinit User s wi I I then be granted access to
the specified levels within the structure. This functionality is particularly useful for Department
Managers who may possibly require access to all of their sub-i t e mddents as well as their own and
those of their departments.

Visually, a user will not notice any difference about being granted access to this functionality other that
having more entries shown in the Incident List.

1 Number of levels to traverse up the Navigator.
This is the number of |l evels up from theirtr
Il ncident 6s for fr om wiSethhiswalue tb @if tHe éehtdire isshetrequired.e

1 Number of levels to traverse down the navigator.
This is the number of |l evel s down from t hei

Vv

i €

own

r
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(0]

the I ncidentds for f r omSetihis Valueto Otif the feaBueelishot Ser vi ¢

required.



An example of this scenario is shown belowwh er eby Manager A can view | nc
3 levels below themselves:



[Navigator Root]

|
+--- [Company A]

,,,,,,,,,,,,,,,

| | | +--- [Computer Alé é ééé. Level Down

| | +--- [Staff MemberBlé ¢ é € é é é Lev el Rown =

| | +---[ComputerBle e e ee. Level PDdown

| +--- [Department B]

+--- [Department B]

Default Navigator Level Incident Association

This setting allows you to specifyt he number of Cl &ds above thobaiser 0:¢
automatically associated when a user raises a new Incident. An example of this whereby the number of

levels to associate with an Incident has been set to 3 is shown below:

[Navigator Root]

|
+--- [Company A]



+--- [Department Alé .é éééeééeééeéeéeéeé.. Levsl Up: =

| | |
| | +--- [Staff Member A]...é ..Logs Incident at Level O

| | I I
| | | +--- [Computer A]

| | |
| | +--- [Staff Member B]

| | +--- [Computer B]

| +--- [Department B]

+--- [Department B]



From this example you can see that Staff member A (at level 0) raises a new Incident and is set as the
Il ncident 6s Pr i &afr(aylevdl §) sMarageaA (at tevel.2), and Department A (at level 3)
will also be associated with the Incident automatically.

Setting the value for this setting to 0 will ensure that only the user raising the Incident is associated with
it and that no other automatic associations will be made.

Notifications

The notification options relate to when a new user of the Customer Settings Group registers a new
account with the Service Desk. Notifications set here are sent via E-mail to the required Specialist or
Specialist Group.

Notify on registration of a pendingaccount

1 Specialist
The ID of the Service Desk specialist to be notified when a user registers a new account which
by default is placed into the Pending status.

1 Group
The Service Desk Group to be notified when a user registers for a new account which by default
is placed into the Pending Status.

RFC Add
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Legacy Web Settings




This tab allows you to specify the availability, visibility, and default values for each field in the Self
Service Portaldés Add RFC screen.

The available fields are listed on the left along with the following options on the right:

1 Enabled.
Specifies whether or not the selected field is enabled or disabled.

1 Visible.
Sets the visibility state of the selected field.

1 Mandatory.
States if the user must specify a value for the selected field when raising a new Incident.
Please note that this option is not available on all fields as some of these are always specified
as mandatory such as Status and Priority.

1 Default Value.
If the selected field is specified as either disabled of hidden then a default value must be
specified. Select one of the entries from the drop-down list provided in order to select a default
value for the field.



RFC List
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Legacy Web Settings

This tab allows you to specify which fields are available to users when viewing the RFC List from within
the Self Service Portal. The RFC Listc ont ai ns details of all RFC6s tha

To set a fieldds visibility state; simply check o
of each of the fields and the data they represent is shown below:

Field Data Type Description
. . The date and time at which

GRS Date Time the RFC was first raised.
The date and time at which

Due Date Date Time the RFC is due to be
completed.

Impact Text The .Impact of the RFC (if
applicable).
The Specialist flagged as the

Owner Text Owner of the RFC.

Priority Text The Priority of the RFC.




The current Status of the
Status Text REC.
Summary Text The Summary of the RFC.
Members
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Legacy Web Settings

The Members tab shows a list of all users belonging to the currently selected Customer Settings Group.
This is purely a visual tool to quickly identify group members and provide a quick overview of the group.

The assigning of users to a Customer Settings Group is done either via a new user registration within
theSelfSer vi ce Portal, or from within the SupportDesk



Alerts
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@
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The Alerts tab allows you to configure exactly when and how alerts and notifications are raised when a
particular type of event occurs for the Customer Settings Group within the Self Service Portal.

Alerts are sent by either Alarm or E-mail depending on the type of user and SMS text messaging
functionality will also work when an alarm is set if it is configured to do so.

Alert Settings

Alert Type

This drop-down list contains all available types of event that can cause an alert to be raised. These
items are:

1 Raise Incident.
Is triggered when a user raises a new Incident via the Self Service Portal.

1 Update Incident.
Is triggered when a user updates an Incident via the Self Service Portal.



1 Incident Attachment Added.
Is triggered when a user adds an attachment to an Incident via the Self Service Portal.

1 Raise Quick Incident.
Is triggered when a user raises a new Quick Incident via the Self Service Portal.

1 Raise RFC.
Is triggered when a user raises a new RFC via the Self Service Portal.

Options

The various alert options for each type of user event are:

1 Alarm Appropriate Specialist
The required Service Desk Specialist will receive a new alarm.

1 Alarm Appropriate Group
Al l Specialistbdbs of the required Service Desk

1 E-mail Appropriate Specialist
The required Service Desk Specialist will receive a new E-mail.

1 E-mail Appropriate Group
Al l Specialistds of t hewillreecayveadneweEmaber vi ce Desk

1 E-mail Primary Association
The Primary Association of either an Incident or RFC will receive a new
E-mail.

1 E-mail All Associations
Each association of either an Incident or RFC will receive a new E-mail.

1 E-mail Subject
If an E-mail notification is to be sent, it is possible to customise the E-mail subject line by
modifying the text in the box provided.

Note



In order for E-mail notifications to be received, the SupportDesk E-mail Service must be running and
must be set to process outgoing mail. Notification recipients must also have a valid E-mail address
configured. If no E-mail address exists; no notification will be sent.

Default Settings Group

The checkbox at the bottom of the Customer Settings screen indicates if the currently selected group is
the default. This will be used by users who register that are not automatically mapped to a specific
group. By default the Customer Settings Group used for this purpose is called Default Settings and is
created when the Self Service Portal is first installed.

Customer Auto Registration s
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Legacy Web Settings

When new users register with the Service Desk, it is possible to map them to an existing Customer
Settings Group by utilising the domain name which forms part of their E-mail address. This eliminates
the need to manually assign new users to a Customer Settings Group after they have registered and
ensures that all users from a specific organisation will be assigned to their correct Settings Group.

Configuration of this functionality is simple:



1. Enter the partial segment of the E-mail address you want to map in the E-mail partial text box
(i.e. @richmondsys.co).

2. Select the Customer Settings Group you wish to assign new users to by using the Customer
Settings Group dropdown list.

3. Press the Update button to save your changes.

When a new user now registers; the system will see if the @richmondsys.co string occurs at any point
in their E-mail address (i.e. .doe@richmondsys.co.uk). If it does; the user will be mapped to the
specified Customer Settings Group automatically a

I f a | ook up -mailaddrass returssaao ndachegthen the Default Settings Group will be
used instead.

Customer Bul letins

gt SupperDesk Setup Consolr - [Customer Bulleting]
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|l". Change Hanagemeant
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Setup Consale.
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Customssable Text
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Legacy Web Settngs
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This screen allows you to create targeted bulletins for users of the Self Service Portal. These bulletins
can be assigned to 1 or more users at either Customer Settings Group level or globally. Bulletins offer

an easy and efficient way of notifying your users on key issues affecting quality of service at the touch
of a button and without the need for E-mail or telephone calls.


mailto:j.doe@richmondsys.co.uk

Creating a new Customer Bulletin
Creating a new bulletin is a very simple process:

1. Click on the Add New button at the bottom of the screen. You will then be asked to enter a
summary for the new bulletin:

SupportDesk Setup Console

Please enter a surmmmary for the new Bulletin,

|E-mai| Server Maintenance

yé? [o]74 ﬁ Cancel

Once entered; click on the OK button to continue.

2. Enter a description for the bulletin.
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3. Click on the Options tab.
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## SupporiDesk Setup Console - [Customer, Bulletins]
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Select the appropriate settings. These are described below:
Bulletin From.
The ID of the Service Desk Specialist that the bulletin will appear as being sent from.

Users MUST acknowledge Bulletin.
States whether the recipient& of the bulletin must acknowledge it (via a checkbox) before it will
not appear again.

Show

t his

States if
Service Portal.

Schedule this Bulletin.
Allows you to schedule the bulletin so that it is not shown until the specified start date and time.
The bulletin will then stop being shown at the specified end date and time.

e
n

r

y
Wi

t
|

me useroO6s |l ogin
th¢imegheyologin to the Self h e

If you wish to publish the bulletin to all users of the Self Service Portal, proceed directly to step

7.

5. Select a Customer Settings Group from the Group drop-down list.

S

e



g SupporiDesk Setup Consolr - [Customer Bulleting]
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All users belonging to the selected Group will be shown in the tree structure along with a
checkbox next to each user.

Click on each user you want to receive the bulletin. Clicking on the top-most node of the tree will
select all users within the group.
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Repeat this process for users belonging to any other Group that you wish receive the bulletin.



7. Click on the Update button to publish the bulletin.

Note:
If no specific users were selected and the bulletin is to be published to all available users, you

will receive the following message to confirm when clicking on the Update button.

SupporiDesk Setup Console

\?’) Mo Bulletin recipients have been specified. Do wou wish to publish this Bulletin ko all available recipients?




Updating an existing Customer Bulletin

To update an existing bulletin; you must first select the required entry from the drop-down list at the top
of the Bulletin Settings group. The bulletin can then be amended as required before clicking on the
Update button. If you wish to cancel your modifications at any time; click on the Cancel button at the
bottom of the screen and confirm the cancellation.

Note:

If 1 or more users have already read the selected bulletin, you will be asked if you wish to re-publish it
to them. Click on Yes if you wish to do so or click on No to ignore the message.

SupportDesk Setup Console

\_‘{/ 1 ar more recipients have already acknowledaed this Eulletin, Do wou wish ko publish the updated bulletin to these users again?

Deleting an existing Customer Bulletin

Bulletins can be deleted at any time by first selecting the required entry from the drop-down list at the
top of the Bulletin Settings group and the clicking on the Delete button. You will be asked to confirm the
deletion before the entry is removed and bulletin deletions cannot be undone.



The Read Receipts tab
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This tab page allows you to view when a bulletin was first read by each user. A read receipt entry will
only be added when the user first reads the bulletin.

To view read receipts; select the required bulletin from the drop-down list at the top of the Bulletin
Settings group. Next, click on the Read receipts tab to view each available entry.



Customisable Text
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This screen allows you to customise the text displayed in certain areas of the Self Service Portal so that

it can be further tailored to suit your requirements. For the majority of installations, all the will need to
change is the text relati ng UspagetshtpatitRlsdlalys ydGieowv i ce P
organisations address details and telephone numbers etc, however; items such as the Add Incident

wi zardds step text and t tifiedifhecdssasRFC screen can be |

To modify any of the available application dialogs; simple select the required entry from the list and
change the text to be displayed using the textbox provided. Lastly, click on the Save button to update
your changes.



Legacy Web Setings

¥ SupportDesk Setup Console

File Help
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Legacy Web Settings

Note:

The settings on this screen relate to the older SupportDesk Customer Web Interface product and do not
form part of the setup procedure for the new SupportDesk Self Service Portal. This screen is still
available purely for users still using the older product.

Configuring the Document Knowledge Base

Introduction

TheSel f Service Portal s document knowledge base i
with comprehensive knowledge management capabilities. Built around the Microsoft Indexing
ServiceE; the document knowtifeeenesergraupse can be tail

Each Customer Settings Group can be assigned a unique knowledge base catalog. Once configured;

each catalog can contain a range of knowledge base articles in a wide variety of formats which will be
indexed and available for users to search against
knowledge base.



Because each catalog is unique; you will be able to create customer-centric knowledge base articles
which are specific to each Customer Settings Group. This is particularly useful if you are responsible for
providing Service Desk operations to multiple organisations.

What is a Knowledge Base Catalog?

In simple terms; a catalog is a collection of documents containing text which can be indexed by the
Mi crosoft | ndenrdeimdexed these documents form part of the Self Service Portals
knowledge base and can be searched by users in order to find solutions to specific problems

The types of documents that can be indexed include:

1 Microsoft Of f i doeukents
 HTML documents
I Text/ Rich Text documents

Documents that generate their content dynamically such as asp pages should not be included in a
catalog because the Indexing Servi c e E wi | | b e u nireldx lof¢heirt contemt.ringagetfiles a n
will also not be indexed.

Once new content has been added to a catalog; the operating system will re-index the content
automatically at a convenient time so that any new content will be available to users as soon as
possible.

The Microsoft Indexing ServiceE is a free product
operating systems as standard. All Indexing should take place on the web server hosting the Self

Service Portal and so any document directories to be indexed must be available to the server in

question.

Creating a New Catalog
The Microsoft Indexing ServiceE must first be installed on the web server running the SupportDesk
Self Service Portal.



Navigate to Start i Settings i Control Panel T Administrative Tools from the Start Menu.
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x Dielete this File ﬁl‘d\crusuft MET Framework 1.1 Wizards ZKE  Shortcut 12/09)2005 11:47
ﬁPerFDrmanca ZKE  Shortcut 12/09/2005 10:51
E]Ser\tfar Eleri Admlmstr1 Displays graphs of system performance and configures data logs and alerts. ES
Other Places %Serwces ]

[} Control Panel
@ My Documents
d My Cornputer
\y My Mebwork Places

Details

Computer Management
Shorteut

Date Madified: 25 September
2005, 15:45

Size: 1.56 KB

Open the Computer Management Console

O/ Computer, Management

Q File Action Wiew Window  Help .= J

Mame |

. ﬁ&System Tools
Event Yiewer Starage

% Shared Folders @Services and Applications
Local Users and Groups
Performance Logs and Alerts
2, Device Manager
torage

Removable Storage

Disk, Defragmenter

Disk Management
+ & Services and Applications

e [ ] [

(5]

- &

| 3
b




3. Expand the Services and Applications node and click on the Indexing Service item.

O/ Computer, Management

&

Q File  Action Wiew Window Help

| m| 2

L BX]
JETET

I Computer Management {Local)
@ Swsterm Tools

+-|&7] Event Yiewer

+ Shared Faolders

+ 5 Local Users and Groups

+|- @] Performance Logs and Alerts
E_ Device Manager

= & Storage

¥ Rermovable Storage
Disk, Defragmenter

Disk Management

- @ Services and Applications

+ Microsoft SOL Servers
Services

WMI Conkrol

+ % Internet Information Services

Catalog | Location | Size (MB) | Tatal Docs

|Docstc-1ndex |DeFerredforIndexing |

m‘] System  CH\Swst,.
Hillwvet cihinetpub

|

4. Right-click on the Indexing Service node and select the New Catalog option from the pop-up

menu.

Add Catalog

M arne: ||

Location: |

| [ Browse. .

Cancel

5. Enter a name for the Catalog such as Companyl and enter the location of the knowledge base
content. For this example a basic document was createdu s i ng Mi
placed in C:\KnowledgeBase\Company1\

c r oadvas

Wor dE



Add Catalog

Mame: | Comparny1kB |

Location: |':Z'WKHDW|EE|EIEBHSE"~C|'3F”PEH}'1 H Browse. .

[ ] ] [ Canicel ]

6. Click on the OK button and the new Catalog will be created. If the Indexing Service is running;
you will receive the following message:

New Catalog Created b_<|

L] E Catalog will remain off-line unkil Indexing Service is restarted,
L

7. Expand the new CompanylKB catalog and navigate to the Directories node.

C Computer, Management Z Elgl
Q File Action Wiew Window  Help ;liIJ
e« BB 2

|=! computer Management {Local) Directory | pliss | Include in Catalog |

- @ Swstem Tools
+-|&1] Event Yiewer
+ Shared Folders
+ % Local Users and Groups
+ &4 Performance Logs and Alerts
E_ Device Manager

= S Storage
+ Removable Storage
Disk, Defragmenter
Disk Management
- & Services and Applications
+ Microsoft SOL Servers
Services
WMI Conkrol
- Indexing Service
+- ]l Swstem
+ {1 web
=1-{If]l Company1lKE
Directories
D Properkies

@ Cuery the Catalog
+ % Internet Information Services

There are no ikems to show in this view,




8. Right-click on the Directories node and select the New i Directory option from the pop-up menu.

Add Directory

Path: ||

[ Browse... ]

Aliss [UNC): |

Accaunt [nfarmation

Uszer Mame: |

Paszword: |

o

Inzlude in Index?

(¥ Yes
O Ho

9. Click on the Browse button and browse for the folder containing the content to be indexed.

Add Directory

Path: |I::RKnu:uwIedgeBase"-.Enmpany'l

[ Browsze. .. ]

Alias [UNC): |

Account [nfarmation

Uszer Mame: |

Pazsward: |

| Ok, | [ Cancel ]

Inzlide in Indes?

(® Yes
O Mo

10. Ensure that the Include in Index - Yes option is selected and click on the OK button. You will
now see that the specified directory has been included in the Catalog.



g Computer Management
=) e Action  Wiew
¢+ B@mB @

Window  Help

==)ES

== x|

| Computer Management {Local)
- ‘m System Tools

+ Event Yiewer

+ Shared Folders

¥ % Local Users and Groups

+ - & Performance Logs and Alerts
E Device Manager

= @ Storage
+ Removable Storage
Disk Defragmenter
Disk Management
= & Services and Applications

+ Microsoft SOL Servers
Services
WPI Conkrol
-8 Indexing Service
+-[If]] System
+-[If]] web
=[]l Company1KE
=4 Direckaries
[ Properties

@ Query the Catalog
+ % Internet Information Services

Direckory

| Alias

| Include in Catalog

Ea CriknowledgeBase\ Compani 1

Yes

11. If your specified content directory does is not already a sub-folder of the SupportDesk Self
Service Portal web directory then you must now ensure that the catalog is web-shared on your
application web server. To do this; locate the root folder for your knowledge base (i.e.
C:\Knowledgebase\) or catalog (i.e. C:\Knowledgebase\Companyl\)u s i ng Wi

and view its properties.

ndows

E x



KnowledgeBase Properties

| General || Sharing || Securit_l,l| wWeb Sharing Eustu:umize|

ﬁ Internet Information Services
Share on: | Tefault W
(%) Do not share this folder
() Share this folder
Aliazes
Add...
Edit Properties. ..
Bemove
[ ] l [ Canicel ] Apply

12. Navigate to the Web Sharing tab page and click on the Share this folder option.

Edit Alias

Diirechony: | |

Aliaz: | knowledgel aze

Aocezs permizsiong
Riead [ ] Script source access
[ ] write [ ] Directary browsing

Application permizsiong

() Mone
{(¥) Scripts

() Execute [includes scripts)

X

[ OF. l [ Cancel




13. Click on the OK button and a new virtual directory will be created on your selected web site
which acts as a pointer to the specified knowledge base folder.

KnowledgeBase Properties

General | Sharing SEcurit_l,l| web Sharng | Customize

ﬁ Internet Infarmation Services

Share an: | Default Web Site w

() Do ot share this folder

Aliazes

K.nowledoeB aze Add

Edit Properties. ..

Bemove

[ (] 4 l[ Cancel ][ Apply ]

14. Click on the OK button and return to the Computer Management window.



15. Right-click on the new catalog and select the Properties option from the pop-up menu.

Company1KB Properties

General | Tracking |Generatiun

|nheritable 5 ettings

[*]inherit above setings from Service

WA Server: Default Web Site w

[ k. H Cancel ][ Apply ]

16. Click on the Tracking tab and select the web site that the catalog should run under using the
WWW Server drop-down list and click on the OK button.

17. Right-click on the Indexing Service node and select the Stop option from the pop-up menu.

18. Again, right-click on the Indexing Service node but this time select the Start option from the pop-
up menu. You may be prompted by the following dialog:

Enahle Indexing? X

\_:...v Wiould you like the Indexing Service to skart automatically whenever you start the computer?

wo |

19.From wi t hi n t hDiectoressmnode,aightclick apdhe new content folder and select
the All Tasks I Rescan Full option from the pop-up menu.



Full rescan? X

L] "_n. Initiate a Full rescan of CiknowledgeBase\Companyl?

20. Click on the Yes button and the Indexing Service will begin scanning the specified directory to

create an Index of the directories content. This can take a while to complete depending on how
much content there is to be indexed but generally, this process is quite quick.

been indexed in our catalog.

21. After a few minutes, refresh the view and you should see that additional virtual directories have

O/ Computer, Management

& - @m £}

Q File Action Wiew Window  Help

B
TR

I@ Computer Management {Local)
- @ Swstem Tools
+-|&1] Event Yiewer
+ Shared Folders
+ % Local Users and Groups
+ &4 Performance Logs and Alerts
E_ Device Manager

= S Storage
+ Removable Storage
Disk, Defragmenter
Disk Management
- & Services and Applications

+ Microsoft SOL Servers
Services
WMI Conkrol
- Indexing Service
+- ]l Swstem
+ {1 web
=1-{If]] Compary1KE
a Directories
D Properkies

@ Cuery the Catalog
+ % Internet Information Services

Direckary

| Include in Catalog |

] CHknowledgeBaselCompanyl
Ei clinetpublwmsr oot

Ei cywindowsthelplishelp)

Ei o hwindows\webprinters)

Eic:'l,program files\seagate softwarelcrystal r..,

Eic:'l,pmgram files\seagate softwarelviewars)

Eic:'l,program files\seagate softwarelcrystal r..,

Eic:'l,pmgram fileschartFx for .net &.21chartf. .,
Eic:'l,knowledgebase'l,

Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes

22. This happens because our knowledge directory was shared on our web server and so additional

virtual directories (at the same level) are now appearing also. To stop the content of these
additional folders being shown when users search the knowledge base, you must double-click
on each unwanted item in turn.



Add Directory

Path: | o hinetpubb oot |

[ Browsze. .. ]

Alias [UNC): | |

Account [nfarmation

Uszer Mame: | |

Pazsword: | |

| oKk [ Cancel ]

Inzlide in Indes?

(O res
(®) Mo

23. From the properties dialog, ensure that the Include in Index option is set to No and click on the
OKbutton. This wil!/ exclude

search against it.

t he

24. When you have finished, the catalog will look something like this:

O/ Computer, Management

speci fied

B=](E9

Q File  Action Wiew Window Help
¢+ B@E B 2

== x|

- @ Services and Applications

+ Microsoft SOL Servers
Services
WMI Conkrol
- Indexing Service
+-[If]l Swstem
+-[{f] web
=il Compary1KE
a Directories
D Properkies

@ Cuery the Catalog
+ % Internet Information Services

[/ =) Computer Management: (Local) Direckary | dlizs | Indlude in Catalag [

= ﬁ% System Taals L@ knowledgebase Ves
+ Event Viewer & CiknowledgeEBaseCompanyl Yes
* % Shared Folders ] CHiinetpubiveangroot) Mo
* = Local Users and Groups & ciiprogram Files\chartfyx for .net 6. 2\chartf, ., Mo

+- 4| Performance Logs and alerts ]
) Device Manager & c:\program f?les'l,seagate softwarelcrystal r.,, Mo
- & Strage & ciiprogram filles\seagate softwarelcrystal r.., Mo
= Remavable Starage 6] c:\program files\seagate software\viewers', Mo
g Disk Defragmenter &= ciiwindowsihelplishelph Mo
Disk Management 6] cwindowsweblprinters), Mo

di

25. It will now be possible to test the catalog by conducting a search against it. Simply click on the

Query the Catalog node beneath the catalog.

r e



26. Enter a search criteria into the box provided and click on the Search button. The results will be
shown below and in this example, you can see that our example knowledge base document for
company 1 has been shown:

L0, Computer Management

Action  Miew  Window  Help
E Carmputer Managerent {Local) |
2 %@%ﬂ:m Ttosls |Enter vour free text query below:
vent Viewsr
[+-§-] Shared Faolders I'”dexmg
[+-#] Local Users and Groups & Standard query (free text)
[+-@#]| Performance Logs and Alerts I #
----- g Device Manager = = query . .
)-8 storage Tips for searching
[+ Removable Storage Sort by: I Rank j Order by: I Descending j
----- Disk Defragmenter
[.)'5k Management To see a list of unfiltered documents click: ~ Unfiltered Docs |
EI--@ Services and Applications

[+ Microsoft SQL Servers
Services
----- WM Control

Indexing Service
System Previous | He:«'tl
Wb

Company 1KE
[ Directories
{0 Properties Query matched 1 record(s). Now showing 1 to 1.
@ Query the Catalog
[]---% Internet Information Services

# Title Size Modified Path
1. any 1 Knowledge Base | 24064 | 3/6/2008 | c/lknowledgebase'c any1'000001.doc

3] Il | 3

000001.doc - Microsoft Word

ile  Edit  Wew Insert Format Tools Table Window Help Type & question for help =

ARN=N" REWE = BN A NN N AR RN SRl e =N ﬂ\@ﬂwﬂfo '®|R]Read!
A4 Headngl  x Arial -1 -|[B]I U |[F] =" = | -
El ooz Ll EL A O - - RO B S B S U RN - S - SR (' N § SRS 3R BD = 2O B © O P LR B LR B P | 7“

Stz

Company 1 Knowledge Base

Article ID: 000001

This 15 an example knowledge base document created using Microsoft Weord™ for
Company 1. The decuments content will be Indexed and searchable.

RS RIS+ R AT VIS RE R BN RS SO S A S-SR S-S B SO AR IO NS SRS I SR B

000001 doc: 155 characters {an approximate value).

Richmond Systems Ltd, West House, West Street, Haslemere, Surrey, GU27 2AB
Tel: +44 (0)1428 641616 - Fax: +44 (0)1428 641717 - info@richmondsys.com - www.richmondsupportdesk.com




Note:
If you do not receive any results, it is possible that the Indexing Service has not yet indexed the
content. Therefore, you should wait for a while and try again.

27. Repeat the procedure for each subsequent catalog that is required and update the required
Customer Settings Group from within the SupportDesk Setup Console so that each group is
configured to use the required catalog.

Creating a Customised Contact Us Page

By default, the SupportDesk Self Service Portal simply displays basic contact information which can be
modified from with the SupportDesk Setup Console. For most applications this will be acceptable
however; it is possible to create your own HTML-based contact page to suit your own requirements.

In order to enable this functionality:

1. First design your Contact Us page using an HTML editing package of your choice.

2. Name the page ContactUs.htmand copy the file to the Self Se
directory on your web server.

3. Ensure that any images used in your page are also published to the required folder on the web
server.

4. When users now navigate to the Contact Us area of the Self Service Portal, your customised
page will be shown instead of only the text-based content.

5. You customised page can be modified at any time as long as it is still titted ContactUs.htm.

Login via NT Authentication

It is possible for users to login to the Self Service Portal using NT authentication if required. This can be
done by using the method below:

1. Assigntheuserbs fully qualified domain name to their
SupportDesk Windows Client. (i.e. MyDomain\J.Doe) This can also be done automatically when



users are imported from Active DirectoryE by
Module.

Turn off anonymous access to the Self Service Portal website from within the 11IS Control
Manager. If you require a mixture of NT and non-NT users, turn off anonymous access on the
file LoginNT.aspx only.

For users requiring an NT-based login, direct them to the page LoginNT.aspx as the initial
starting point for the Self Service Portal and the system will attempt to automatically
authenticate their Windows login credentials against those stored on in the Service Desk. If
login is successful, users will be directed to their home page automatically.

Using the Self Service Portal

This section describes how to use the features of the SupportDesk Self Service Portal and assumes
that all required configuration of the system has already been completed via the SupportDesk Setup
Console.

Creating a new User Account

Users requiring a new account can do so by using Create New Account Wizard from the main login
screen. A user will not be able to login to the system until their account has been created and if
necessary; verified and activated by the Service Desk.

1. From the main login page (Login.aspx), click on the Click here to create a new user account

hyperlink.



upportDesk Login - Windows Internet Explorer

\Qv::;r \i—y - IE http:fflocalhost: 1143/ Login. asp: j |i_t| |z| ILive Search |}J '|

File Edit “ew Favorites Tools Help

ﬁ & @ SupportDesk Login

@ - B '@'@Eage-@mols- =

| |
= RICHMOND
@

User 10 |

Password: |

Lagin ™ Remember me

Click here bo create s new user accounk

’_ ’_ ’_ ’_ ’_ ’_ ‘g Local inkranet | H100% - 4

2. The user will be directed to the Create New Account Wizard start page.

f. % Create New Account - Windows Internet Explorer !E E
m‘_; - IE httpifflocalhost: 1143/ Register, aspx7action=load d |ﬁ| |£| ILive Search |}J '|

File Edit “iew Favorites Tools  Help

o e (& Create New Account | | @ - e @ - @Eage - @TQDE -7

Create New Account

Welcome to the Create New Account Wizard

Flease follow the on-screen instructions provided and the wizard will guide you through the service desk registration process,

Click, "Messt' bo begin,

) G

4 Local intranet H100% -
A

3. Click on the Next button and enter your E-mail address and click Next.



/= Create Mew Account - Windows Internet Explorer [_ O] <]

m - IE httpifflocalhost: 1143/ Register, aspx?action=load j |i_t| |Z| ILive Search |P '|

Eile Edit “ew Favorites Tools  Help

& e @Create ew Account | | @ - - @ - @Eage hd @Tguls -7

Create New Account

Flease enter your E-mail address (255 characters max):
|i‘dne@richmnndsys.cnm| ‘

( Previous J ( Next J ( Cancel j

‘Done ’_ ’_ ’_ ’_ ’_ ’_ ‘g Local inkranet | 100% - 4

After a E-mail address has been provided the Self Service Portal will attempt to match the user
to a specific Customer Settings Group is required to do so.

Next, enter a user id and password and click Next

(f'_ Create New Account - Windows Internet Explorer [_ O] =]

m - IE httpifflocalhost: 1143/ Register, aspx7action=load d |i_t| |z| ILive Search |}J '|

File Edit ‘“ew Favorites Tools Help

o e (& Create New Account | | @ - v @ - @Eage - @TQDE -7

Create New Account

Flease enter a User 1D and Password For your account:

User ID: |

Password: [

Confirm Password: [

( Previous J (r Cancel

4 Local intranet. H100% -
A




5. Next, enter all required additional information and click Finish

(f'_‘ Create New Account - Windows Internet Explorer

[H[=] E3
m - IE httpifflocalhost: 1143/ Register, aspx7action=load d |E| |E| ILive Search |}J '|

File Edit “iew Favorites Tools  Help

o e (& Create New Account | |

&5 - B - e - b Page v () Tooks - >

Create New Account

Flease enter your details using the form below:

Surname *

Forename
Title
Job Title

Dioe

Mr

Account Manager
321

Telephone 1

Telephone 2

Fax Number

(_ Previous J ( Finish J (_ Cancel J

1| Register, aspx?action=load

’_ ’_ ’— ’— ’_ ’_ ‘g Local intranet

[ Htmw -

6. Once registration is complete, you will receive the following confirmation. In addition to this, an

E-mail confirming your account details and account status will be sent to the E-mail address you
provided.

(_F Create New Account - Windows Internet Explorer

[H[=] E3
m - IE httpifflocalhost: 1143/ Register, aspx7action=load d |E| |E| ILive Search |,{J '|

File Edit “iew Favorites Tools  Help

W (& Create New Account | |

&5 - B - e - b Page v () Tooks - >

Create New Account

Thank ¥ou, You will shortly receive an E-mail confirming your registration,
Please click here to return to the login page.

’_ ’_ ’— ’— ’_ ’_ &) Local intraret

[ H s -

7. Click on the Please click here to return to the login page hyperlink.



Depending on the configuration setting used, you will receive an E-mail containing one of the messages
below:

1 Thank You for registering. Your account is now active and you may now login to the
Service Desk.

This message indicates that your new account is ready for use and that you may login to the
Service Desk straight away.

1 Thank You for registering. Your account is currently awaiting verification and you will
receive a notification E-mail when your account has been activated.
This message indicates that the Service Desk must first verify your new account before it is
activated. Once this task has been done, you will receive a follow-up E-mail from the Service

Desk informing you that your account is active. You will not be able to login to the Service Desk
until your account has been verified.

1 Thank You for registering. Your account is currently suspended at this time.
This message indicates that your account has been disabled. This could be for a variety of

reasons and so you must contact Service Desk for further information.

Managing User Accounts

The task of managing Self Service Portal user accounts is performed from the SupportDesk WindowsE
Client. From here it is possible to manage:

T The userés |l ogin credentials.

1 The Customer Settings Group they are registered to.

9 Their account status.

1 The number of levels both up and down the Navigator the user can traverse when viewing
Incidents.

1 The number of levels up the Navigator that are automatically associated when the user raises a
new Incident.



To Activate a User Account

1. Login to the SupportDesk

Wi ndowsE Client

2. Select the Utility i Customer Web Management option from the main drop-down menu.

& Customer Web Interface - Account Management rg|
ﬁ. Custorner Accounts Pending Activation 3‘_?;} Advanced Customer Account Settings]

Customer Accounts Pending Werification

Settings Group  Date Registered i

Default Settings _g Redrmond ||:3'ar':.-'
Customer Details Account Activation

¥ Customer Settings Group

Login ID gaz |Default Settings j
surname Redrond

Forename Gary

Title Mr « Activate Account

Job Title Technical Support Man...

Telephone 1 01428 647320 Q T e
Telephone 2

Fax Number

. . ﬁ Delete Account

Department Technical Supoort

3. All users awaiting verification will be shown in the list on the Customer Accounts Pending

Activation tab.

4. Highlight the required user from the list. Further details for the user (in their correct registration

style) will be shown in the Customer Details frame.

5. Click on the Activate Account option from within the Account Activation frame. An automatic E-
mail will then be sent to the specified user notifying them that their account has been activated.

Using this method, it is also possible tosuspen d or

the additional options provided.

6. The Advanced Customer Account Settings tab allows you to configure additional settings for a

user and is shown below:

del

et e

a

user 6s

acco



X)

@ Customer Web Interface - Account Management

B customer Accounts Pending Activation % Advanced Customer Account Settings l

Custormer Accounts

Settings Group  AccountStatus  Date Registered  Login D

Default Settings  Active simaonb Berry  Simon M
Default Settings  Active g Byers  Gordon M
Craig Style 2 Active craigz Christy  Kewin M
Default Settings  Active 01/01/2008 sdf sdf sdf 5
GCLOMEL Active 01/01/2008 t.est Testp Tony Il
Default Settings  Active 24/02/2008 testy33 i Test Tony Z
Default Settings  Active 24/02/2008 000 jiui

Default Settings  Active 24/02/2008 000 jiui

Default Settings  Active 26/02/2008 1 1) gaag

Default Settings  Active 26/02/2008 gaq gaag

Default Settings © Active z28/02/2008 dfvfvd

Settings

Status Mavigator Incident Yiew Settings

Levels up to traverse the Mavigator :

Levels down to traverse the Mavigator :

Customer Settings Group

j Mavigator Level Incident Assaociation

Default Settings X )
Levels upward to associate with

|l

‘i Update ‘ @) Cancel Edit ‘

To Change a Users Login Credentials

1. Logintothe SupportDesk WindowsE Client

2. Locate the required user in the Navigator and load their details into the Item Details window.



3. ClickontheSy st emabl D6 s

“H Item Details

J Save ﬁ Delete é'-i Locate g woIL ﬁh Mowe Tkem
@  sLA Details ] §;  RFCs (0} ] i3 eiing |
! Details ]'3 Quick DI ]F Motes 0 System IDs ]@‘ File Attachrments ]

E-mail ID:

,_ﬁ E-rnail |g.byers@richmondsys.com

Total E-mail Incidents logged by this item: 27

Wweb Interface Credentials:
@ Weh IO |ghyers
Password: |tttttttttt

Custarner Group @ fSP R A

Total web Incidents logged by this itern: 2

Remote Control :

é RiC App ! | j Configure
.|

PC Marme ! |

Asset ID:

% Mot Assigned

Total Incidents for this item: 179

4. Modi fy the userds credenti al s \VdebInterace Ciededtigls us i n
frame and click on the Save button when finished.

Logging into the Self Service Portal

1. Navigate to the main login page (Login.aspx).



2. Enter your user id and password in the fields provided.

C_'SupportDesk Login - Windows Internet Explorer

m - |g, http:fflocalhost: 1143fLogin, aspx

j |§| |z‘ ILwe Search |ﬂ '|
Ele Edit Wew Favorites Tools Help

e e /€ supportDesk Login |

|
= RICHMOND
&

ﬁ' v@vb}gagev@mo\sv i

User 0 [simanb

Password:  [eeswese]|

Login [ remember me

Click here to create a new user account

’7 ’7 ’7 ,7 ’* ’7 |g Local intranet

H00% - g

3. Clicking on the Remember me checkbox will ensure that your user id is remembered the next
time you visit the login page.

4. Click on the Login button.

5. If your login credentials are correct, you will be redirected to your Self Service Portal home

page. If however, you have entered an invalid password; a new hyperlink will appear titled
Forgotten your password? Click here.



{2 supportDesk Login - Windows Internet Explorer M =] E3

g@ - Ig, httpijflocalhost: 1143 Login, asp: j |‘:’| |Z‘ IL‘VE Search |EE|

Ele Edt Wew Favorites Tools Help

& & @SuppurtDeskLDgin
= RICHMOND
Q

@v v@vb}ﬁagav@@n\sv >

User 0: [simonb

Login ¥ Remerber me

Click here to create a new user account

password: ||

Forgotten your password? Click here

Error - You have entered an invalid password,

[ [ [ Edtocalinanet A% - g

6. Clicking on this hyperlink will redirect you to the password recovery page.

C_'Passwnrd Reminder - Windows Internet Explorer

m - I&, http:)flocalhost: 1 143fPasswordReminder. aspx j |i_’| |z‘ ILWE Seatch |ﬂ '|

Ele Edit Wew Favorites Tools Help

W /€ Passward Reminder

ﬁ' v@vb}gagev@mo\sv i

Forgotten your password?

Please provide the Following information in order to receive a password reminder by E-mail:

Submit

User ID:  [simonb| | *

http:/flacalhost: 1143 /Login. aspx 4 Local intranet HAO0 -
4

7. Enter your user id when prompted and click on the Submit button. Providing that your user id is
correct; an automatic E-mail will be sent to your own E-mail address containing your user
account details. Make a note of these credentials and try logging into the Self Service Portal
again by clicking on the hyperlink at the bottom of the password recovery page.



Logging in via NT Authentication

Users logging into the system via NT Authentication should access the site via the page titled
LoginNT.aspx.

For further information on using NT Authentication to access the Self Service Portal; see the section of
this manual titled Login via NT Authentication in the chapter titled Configuring the Self Service Portal.

My Home Page

This is the first page users will see once they have logged into the Self Service Portal. The page is
designed to provide the user with a real-time visual overview on the areas of the Service Desk that are
relevant to them.

Note:

The overall look and feel of the site will depend on what style sheet has been applied to their user
account.



