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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
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a PC Inventory

€] Self Service Portal Default Status : |\.-'er|ﬁed
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&y
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. Display Settings
Custorner Settings

[~
Default Navigator Parent : | J
[~

Template Type : |Standardj |B|ua
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MiscSettings

Customer Auto Registrations Know\edge_ Base - Indexing |D | B
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Custarn Toolbar Button
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@ 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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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
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B4 tncident List

[ knowledge Base
Lngnut

My Account

M Raise RFC
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& 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




