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ServiceWise/CustomerWise 10.1

Highlights
e Widescreen and multi monitor support
e Unified incident level attachments
e New HTMLS5 ProjectPlan with resource management
e Doubled number of available customer tracking fields
e Performance and Ul improvements (Conversation, links, action buttons and more...)
e New ServiceWise mobile app
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ServiceWise/CustomerWise Web
Ul Change
Project name is displayed in browser tab title

& Sample (Incident Manag X

Samgle (ncident Management)

= [<BIoY: ncider | &
= ncident | QNew v
w ANEmpioyees v O, Select *All Employees v+ 0@
» Submiler "AllMembers v Stalus AN Open) v (NoSeachQ.. v @ | Sesrch » o x |[m
B * M Incident 1D Tite Empioyee Urgency Gurrent State Current Owner ¥ | Date Submitied Y lsstModiiedDale T
1 1 1832 ‘Service Catalog Request Anna Hardaway Level 1 Support “hgw Incidents e 12615 -
B 2 1631 ‘Service Catalog Request Anna Hardaway Level 1 Support +New Incidents a4 12615
ﬁ > 3 1630 iPhane broken Anna Hardaway Level 1 Support +Hew Incidents anena 126115
o 1828 Roukes lem e e Level 1 Support +New Incidents e 12818
8 - FE— U
L 1828 Service Order Reauest Anna Hardaway Level 1 Support +New Incidents EL 28015
* T 1622 ‘email error 1404 Anna Hardaway Business Critical Level 1 Support +Escalated o Level-2  34/14 N4
L L 1821 Email emor coda 5454 Anna Hardaway Level 1 Support +Hew Incidents 3una a4
LI 1620 Email emor Anna Hardaway Level 1 Support +Hew Incidents 3uns aita
N} 1619 Router issue prompt Anna Hardaway Level 1 Support +New Incidents 344 Wi14
L] 1818 Email prompt issue Anna Hardaway Lavel 1 Support +New Incidents 3404 14
o2 817 incident report test Anna Hardaway Business Critical Level 1 Support +Escalated to Level2 34114 Jdii4
13 1815 VPH Iszue Anna Hardaway Level 1 Support +higw Incidents 221014 Jditd
T 521614 Router lssus Anna Hardaway Level 1 Support +higw Incidents 22118 228014
LI 1812 ‘email nstailation Pater Orlanda Level 1 Support Tery Johnsan 21e1a e
LA [} 1611 Escalating Incident 1355 - Due to No Progress Level 1 Support Dean Stewart 211514 814
L3 7 1810 ‘email installation issue Anna Hardaway Level 1 Support +New Incidents 21514 1814 .

s Y | PoM 35w

Quick on/off Side panel with full detail

Incident | Incident- 1354 X | @New v |
a« -ANEmpioyess v Q Select “All Empioyees v + 0@
» Owner: Temry Johnson v Status. (AN Open} v {NoSearchQ v Q Search
B St B s e Toggle on/off with one click e e Ji 5
® = }
LI Terry Johnson 1636 Email error Database izzue Ti2017 Closed CR Terry Johnzon 55T 2h 0m 4hom s2217 a7
1 LI} Terry Johnson 1635 [Daily] Common igsue with email 72017 Level 1 Support Terry Johnzon 54T 2d 21h Om -2d 19h Om T8HT mmr
‘1 LI Terry Johnson 1634 Here iz a problem Connectivity 72017 Level 1 Support Terry Johngon ST 24 21h Om -2d 19h Om BWIT T4NT
- LI 1 John Duncan 1611 Escalating Incident 1355 - Dua to No Progress Connectivity 72017 Closed CR Terry Johnson 4516 Zh Om 4hom S21MT 8117
E L} Jotn Duncan 1580 Escaiating Incident 1355 - Due 10 No Progress. Connectivity TRUNT CHe8d CR. Terry Johnson 22818 nom Bhom SBMT 87
N3

-]

© 1995-2017 TechExcel Inc. All Rights Reserved



= —__-'-\-n."
TechExcel Page 5 of 35

= incident  incident-1358 X | @ONaw ¥ g
#4 | AEmgojees v Q Select "AlEmpioyess v+ 0@
B - Ower Teryonnson v Siaus (AnOpen} v MNoSemcha v v oo x| =R
-] ® No  Submt. Y| incidentiDv | Tille 08 Type LastM.. T CurentState  IncidentiD 1638 B ox
G Request Change || Resolved - Notify Employee | Resolved | Tolevel2 | Forward | Submit Problem
B 2 TemyJohnson 1636 Email amor Database issue 72017 Closed CR
Description
1 B3 TemyJohnson 1635 [Daiy] Comman issue with email 72017 Level 1 Support
. i
4 4 TemyJonson 1834 Hare is a problem Connectity 772017 Level 1 Support Sub Froject 1-SaMware
- B 5 JomDucan 1811 Escalaling Incident 1355 - Due to No Progress Connectty  TRWIT Closed CR
Employee » Anno Hardawoy - (70) Zinfo [Change ] EmployeeM.. Anna Hardaua v
(1] M & JoDuncen 1580 Escalating Incident 1355 - Due to No Progress Connectwity TRU7 Closed CR
Lo [Daily) Folow Up with Tier 1
o 08 Type Category Det
Database ssue - Database Drver v
1] T Curent state Leval 1 Suppon Incident Type .
o Deseriplion
< || Fomat + ][ Font «|[ sze -
- B Soure
Need some help search the above stiing
« v
« <l s - Event-10212 % | ENew ™

Conversation styling update (formerly web conversation)

| InGident  incident- 1354 X | Incident - 1638 X [+ g

Currentincident: 1633 [Daily] Follow Up with Tier 1 (Anna Hardaway) LR s e @ Submit | B Save - More g Close

»

Request Change | Resolved - Nolify Empioyee | Resolved | ToLevel 2 | Forward | Submil Froblem

Conversation

Conversation i

o0 I

[

Attachment; Customer added a new attachment. § logman rar
S0y, forgot ta mach tne fie

E &
<

E Ok, hera you go!

13 g

o HiAmna,
Can you send me the log file we talked about last ime?
Thanks,
Charies Liw

v
HiSuppor,
« Any updales on this? .

Mark as resolved function in EWP now available as a dedicated action button

& Home | B incident | ® Employee Report | @ Knowledge | 'y Procurement | Incident-1638 x o B~
« Mark 55 Resaived| . Uposte| @ New Anschment || By Retresn | € Close
Description =]

Incigent 10: 1638
Titte: [Daiy] Follow Up with Tier 1
Description: Need some help seaich the abowe slring

g

Event- 10212 X | @new ™

& nodent
T | Incident 1D v B New Service Request
£ New Troutie Incicent
won 1636 B Event
won 1635 2 Employes ai
won 1634 Here is & proviem
0B Type: Datavase esue ‘Category Detail: Database Diwer

Incident Type: Service Request
Current State: Level 1 Support
Sarvice Dlan:
MotesiEvents a
RAS Installation doc.0oc (By: Temy Johnson 7124/17) {§ RAS Installation soc ooz

Conversation i

Capyight © 19982018, TechEsee!. Ine. Al Fighis Resarved
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linked incidents listed by projects

= iocident | Incdent-1354 X | incident-1638 x | @hew~
ﬂ Current Incident. 1838 [Daily) Follow Up with Tier 1 (Anna Hardas
Request Change | Resolved - Notfy Empioyee | Resoived | Tolevel 2 | Forward
Links.
] Incident
G 4 (W Sample (Inident Management)

b §

4 (& Change Managementhl
P9 From incident Mgt Test
4 (4 Sample (Prodiem Management)
®31 Ine

ttent outage of login page - possible capacily problem - QA can

342 From Incident Mot Team - Test

43 From Incident Mgt Toam - Tast

A @4 From incident Mgt Team - Test
¥2  June MSOT1B765 service packs may be incompatibie with
o W45 [From Senvices TeamTest

Submit Prablem

© P 1223 Thecustomer stanted e DevTrack e-mad ntficalion server, ey Nave feceived MOre &-Mails Men expected
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|

@ Submit| [ Seve | - More | @ Close

[Maw Link) [intar-Praject Copy)
Curent State Project ID

Resolved - Closed %

Acceptance and Classfication 31

Problem Closed - Resolved 44

New Progiem 4
New Prodlem “
New Problem u
Investigation and Analysis “

Probiem Closed - Resolved 44

Inter project copy to DevSuite PPM project support user defined custom field mapping

File Edit View Import/EBxport Help
Sample (Incident Managemert) v SRTE P £ = M Engiish - ‘
(23 Basic Setup * | Helo Tio: - Configure incident cross project copy including basic confiouration,field mapping, status automation etc settings 2
5% Account Types
M ServiceWise Members @
Description Double diick to select other projects to copy to:
E51 Workflow Design
(2] General Project 5;‘“95 Project Name Project Type General Setting  Field Map  Field Choice Map  lssue History  State Automation  Link info
- g ::i“:s::;m portl A rxk'\ P mxk Map fields { From Sample {Incidert Management}to Project Management )
(1 ServiceWisePhone App : ;“‘:’ D*:“’:‘::;"’* E;"“ Field from Field from 1D Fisld to Fieldto 1D
pec Sampl =
g ‘.;:T::::i Project Settings Sample (HR Onboarding) ServiceWse T o) Ak o
% Email Integration “# Sample (Problem Mansgement) ServicsWise Description w0z Description 02
5 nstant Short Message  Sample (Changs Mansgemant) Servicawss Category w3 Type 03
-E& Incident Notification ~ Sample {Incident Mansgement) ServiceWise Category Detsil 104 Priority 104
5% Incident Escalation Urgeney 105 Versien 108
-EE Auto Routing Response Time o Flatform b
Memo Fields Search Engi Satfacton Laval B Risk Level =
& Inter-Project Copy Record Type 1
- @4 3rd-party integration sett Pricrity. 15
Change Log Root/Master Incident 21
~[E] General Report Setting Clasure Code. 2
Team Quick Report Web Impact u
User |dentity Confirmatic Department x5
Incident Prioritization Floor %
Outlook integration Start Date 1
~[E Identity Lookup Start Date 3
Incident Access By Team Speca Reauiremente 42
~[El Project Archive Current State oL Progress Status 01
Mote Type Expacted Effort 2 Target Release @02
(3 Employee View Werk Description 05 Wark Description €05
(3 Incident View
(£ Event Management i
(23 Company Hierarchy "
(3 Service Level Ag Map
() Company Assets v Define Link Type ...
< > he
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Settings | Incident- 1632 X {New v 1~
A& Uty Sotings -
Show Event Change Log son oo
g ¢ e Show Emplayee Change Log won Con
e Number of Htems in Employe dropdown st 500
B user List
S Suoport Plan Saarch Preference @ Assat Level () Senvice Agresment Level
L Incident List View Event display options in incident list view:
Change lop dispiay customization Incident owner option
il Event Lt e A8 incioant cwner only .
Employse List View
"] Event owner oofion
Histary
_ Defaul Vaiue Show events for all ouners .
B Incident Priority Show assel lempiale in atset page won oo
g s Assst free dispiay option () Collapsed @ Expanded
» Utlity Funcions SLAtime exciudes statuses ® No O Yes
» Home Page Setings Difauit subproject in team submission page. ® Choose ) Choose the
» Tool Settings Default incident temgtate for leam submission page. >
» Formwise Satings
» Wb Cick Seftngs Linked mcident option Opens ink tsb of parent mcident .
4 Mizcsliangous Empioyee summary on incident description page: ® Collapsed () Expanded
Suppor Team Popup Option for new/eat ncigent /56 & popup layer (Default) () Use a popup browser
Time Zone/Format Display oplion for Work Deseription entries: Ascending ) Descending
Web Conversation Report intial sspiay ophion:  Cick FIresh butlan 10 gt fesull (D
Gnine Help Longeaoe o el o . . .
Notfication gish S d | .
oo Ewe etting to display view nhame
Show et under icon In navigation bar:
About
«
= Settings | Incident- 1632 X | @New ¥ -
@& ooy setings Aoply The Settngs To AS Users | @ Submit
o Main Settir
4 o ‘Shaw Event Chenge Log @on Com
L Control
Pl B ‘Show Employee Change Log @on con
User List
B eioomens Number of tems in Employee dropdown ist: 500
Eyon Incident List View Support Plan Search Preference: ® AssetLevel () Senice Agreement Level
Change log display customization Event display n it list view:
Expiores Event List View .
Incident owner option
Employee List View
Report History id
oo Refresh browser tab to see view name -
& » Report Settings| e
T e it Assettree display opton: () Collapsed @ Expanded
S * 1'ome Paoe Semgs ‘SLA bme excludes statuses: ® No O Yes
Settngs | » Tool Sefings Defautt subproject in team submission page: . Admin
» Formuise Seftings
Defautt incident template for tleam submission page. v
» Web Click Settings
4 Miscalaneous Linked incident option: Opens ink tab of parent incident v
Syopat Teem Empioyee summary on incident description page: ® Colagsed ) Expanded
Time Zone/Format Popup option o newledt incident: . U {Detaut) O Use
o Display option for Work Dascrigton entries ® Ascanding ) Descending
i d Report indial Gsplay option ® Ciick retresh (Defaut) ) Automabeally Gspiay 3
Help for EWP
Language for Emall Notfication ngish
About S Er =
< ‘Snow text undef Icon in navigaton bar ONo @ ves .
= incident  incigent-1632 x | @New ¥ L
A Sempie incisent Management) + | AnEmpioyees v O, Select 'AllEmpioyees v+ 0@
-] ‘ . New Foider As b “AllMembers v Stalus (Al Open} v (NoSeaen@ . v Q, Seaich -]
5 Hardware s
(= Software : =
-] 1 Deiele No Incident 1D Title Emplayes Urgency Currant State CurreriOwner Y DateSubmited V7 LastModified.. T
1 orled ' Nome Servics Catalog Request Anna Hardaway. Level 1 Support ~New Incidents EALGT] 12815 =
*/ Show closod Sub Frojects Satas Servica Catalo Request Anna Hardavay Level 1 Support “New Incigents wn w85
© Reload P
ﬁ “ - - PM’IN - iPhone Dicken Anna Hardavay Level 1 Suppon ~New Incidents Rl L] 12615
ercent Complete
u (5] [ Start Date Route 155ué Anna Haroavay Level 1 Suppon N Incidents e 126015
@ i ; SeNvice Catalog Request Anna Hargavay Level 1 Suppon “New Incioents e 126015
Fnish Date
E a ™ Due Dste ‘Service Oroer Request ANNG Haroavway Level 1 Suppon “New Incigents e W2B15
@ 'l & Detned Order email ervor 1404 Anna Hardaway Business Criical  Level 1 Support ;E"‘"“’" olevelh e ERTE
 Ascenaing
=] i P Email error code 5454 Anna Haroavay Level 1 Support «New Incients 414 FELEY
scending
=] * oy 62U Email error Anna Hardaway Level 1 Support +New Incitents 44 FTLTY
5] * 10 ste Router issue prompt Anna Hardaway Level 1 Support “New Incidents N4 4
5] * 1618 Email prompt issus Anna Hardaway Level 1 Support “New Incidents Een) Een)
(=] i 12 1817 incident report test Anna Hardaway Business Critical Lewel 1 Support ;ESCIMM LE = Jana Jana
[=] o 13 1615 VPN Issue Anna Hardaveay Level 1 Support ~New Incidents 2114 e
a [ 1" 52-1614 Router issue Anna Hardaveay Level 1 Suppornt ~New Incidents 21 22814
a - 15 1612 email installation Pater Onando Lével 1 Suppon Terry Jannson e 1814
@ * . %611 ESCalating INcxent 1355 - DUg 10 N Progress Lével 1 Suppon Dean Stewart FALGT e .
< .| .-~ 3456 7 » W |25 v femsperpage 1-25 of 172 flems
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Add ‘Submit’ button when editing event detail

inodent | Incident 1632 X @bew

Show Event Detalis x

£ SetParent | Delete m B save | @ Cancel

Employee Anna Hardaway - (70} 2. info

e Submit updates and close the dialog

Record the evenl for calling an employes
Deseription

S rE »

State  To ba caled Owner  Dean Stawart

Statdate 8217 0611500 Dus Date €317 061500

& B

Access  Currently Mo Accass

Closed date Elapsed time 0 days 0 hours 0 minules
[0 irciosed

Adtachment. | “No attachment
] Snow calendar of the selected owner (Oumer. )

» Time Spent on Services

» Employee Info

» Change Log
«

Multiline edit box with a round corner and drag to expand

Incident  Incident - 1632 X Onew v B4
Curentincident 1632 Service Catalog Request (Anna Hardaway) vio| | 12| » @ Swmt | B Save | - Moe @ Close
| Request Change || Resolved - Notty Empioyee || Resoived | ToLevei2 | Fonward | Suomi Problem

o Status |

Current State Level 1 Support Sub Status v

Date Assigned J10/14 20.34.00 Assigned To By (Aulo Assigned), 310/14 20.34.00
Planned Start Date 35014 Planned Finish Date 350,14

S rE » 0

! Linked with required response time @) Linked with required resolve tme
Work Description
Display Opbon Ascending

& =B

Support Pan et Issue: v SLASHAT | 19114 203400 BO
Response Time @0 Resowe Time o

« SLADEtaS | glapsed bme 1231 49N g m ) SLA Exception

Incident | Incident - 1632 X Onew v 1

Curentincident  1632: Service Catatog Request (Anna Hardaway) v|[oll « | 125 » @ Submit || [ Save |~ More | @ Chose

| Reauest Change | Resalvea - Nonty Empioyee | ﬂgsnwet{ ToLever2 [ Forward || Suomt Prodiem

Conversation < ok

>

Conversation )3

v @ Avataraway | 31814203400

B mrE » 0

Employee suomitted a new incident

Current Response:

& m e

displayed with a corner radius and drag to expand

Submé | Send Email | Send Email wih Knowledge | Print

Summary

Employee: Anna Hardaway, Submitied by (Anna Hardaway)
1D:1632 Service Cataiog Request
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Ul color schema update

= incident | incident- 1632 X | @New~ 8-
A | avemooyess v o select “anEmpioyees v + 0@
a » Submitler *AlMembers v Status (Al Open} v (NoSearchQ. v Q Search »| 0 x ||:0
e — g
1 ] f 1 1632 Service Catalog Request .
0 * 2 1831 Senvice Catalog Request Anna Hardaway Level 1 Support *New Incidents 314 102615
al ] & 3 1830 {Phone broken Anna Hardaway Level 1 Support *New Incidents Euten 126015
w > s 1629 Router Issue Anna Hardaway Level 1 Support <New Incidents Inone 102815
it s 1627 Service Catalog Request Anna Hardaway Level 1 Support +New Incidents Iend 126015
n = L ] 1626 Service Order Request Anna Hardaway Level 1 Support +New Incadents 31814 126015
) (A 1622 email error 1404 Anna Hardaway Business Critical Level 1 Support +Escalated o Level2 3414 3
o * e 1621 Email error code 545¢ Anna Hardaway Level 1 Support “New Incidents EC] a4
] ® 9 1620 Email ror Anna Hardaway Level 1 Support +New Incidents 34 34n4
ad »* 10 1819 Router issus prompt Anna Hardaway Level 1 Support ~New Incidents 34 ETUT)
o * n 1618 Email prompt issue Anna Hardaway Level 1 Support *New Incidents 3n1a 344
5| * nu 1617 Incident report test Anna Hardaway Business Critical Level 1 Support sEscalated toLevel  34n4 344
i 1’ 1615 VPN Issue Anna Hardaway Level 1 Support ~New Incidents 22114 34014
] * o 521614 Router issue Anna Hardaway Level 1 Support ~New Incidents 2114 22814
1 e 5 1612 email instatation Peter Orlando Level 1 Support Terry Johnson 1814 a1
] > . 1611 Escalating Incident 1355 - Due 1o No Progress. Level 1 Support Dean Stewart 1518 1814
J * u 1610 email instatation issue Anna Hardaway Level 1 Support “~New Incidents 21514 a4 =
« o . 2 »oH 5y
— incident | Incident- 1632 X | tew ¥ -
& 1632: Service C: quest (Anna Hardaway) vo| e un |, @ Suomi P Save | . Mors @ Close
o | Reausst Changa || Resolved - Notfy Employea | Resolved || To Lewei2 || Foward | Submit Problem
Description
2 Sub Project
Employee » Anna Hardaway - (70} S info [ Change Employes Manager v
a Tite
Senvice Catalog Request
a CHUY  computer hardware setup - Category DEta 1. craniation v
&8 Cescription
rosy, . Incident TyPe | sarvice Request v
Urgency . Impact .
«

Dashboard View
Multiple dashboard

Wome | Incident-1354 X | mcdent- 1938 X | @News 8-

Setup Tabs. x

@ Ciose

ra»

Ussrs
4 Account Types
Daily Review Dector of support Can ek

4 Team Groups

=)

Wes! Coast Group Can view

B b

4 Users
Wiliam Neil Caneat

F BB

Ability to setup multiple dashboard tab for
different purpose with access control

-]

+Add | FEGH | x Delete
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Able to target view when switch to another project from dashboard

w

o

(24

«

ewise devsuite net/scrip

Wome | incicent-1354 X | incisent-1633 % | @New®
§, weicome Temy Jonson

My Workspece | Manager

Work Summary for Terry Johnson

Current Project: Sample fincident Management)
Project Hame

Sendcenise

@ Change ManagemeniN

@ Samoie (HR Onboarr
o

@ Sample (Problem M

HR Onboarding Ticket

Customariise Evert
Employee
(@ S5mple (CUstome Sy

2]

O Sample (Sales Force Aulomation)

ample (Marksting Campaign Management)

Assetiise
@ ABC Sotware CustomerBase

& ABC Company, Inc

Devsute

@ Portiono Project Tempite

@ Project Management

Q) DevTrack Project Tempiate

Q) Issue Tracking Project

Q) Sample Development Froject - DevTrack

@ Devpec Sampls Project

projectid = 168loginid= 13&personid=13&persontype =0&memberid=

Project Type

Help desk project

Help desk project

Help desk project

Suppor project

Marketing project

Saies project

CMDE project

CMDB proj

PPM project
PPM pioject

DevTrack Project
DevTrack Froject
Devirack Project

DevSpac projact

© My Incidents by Urgency/Category -0
[r—— « I
Open Incidents Open Events. ¥ Medum H E
Calendar -0
7 0
It 17
N R wgust 201
w T F s
2] 3 f s
o = 6 7 8 9 10 n 2
El " 15 1 7 18 1
n 2 20 21 22 23 2 25 2
27 E B 2 3
4 o
" " My Team Members -8 0
» Terry Johnson
] o
0 0 Incidents Owned by Team Member - O
b T Toam e
o ° » +Support Taam =2 [ >
103 o b ~Escalatod ta Level-2 2=
L] 0 b +New Incidents co [
[] [ » (Unspecitied 2=
E 0 » Jana Duncan ulls
0 [

wprojects s,

= Current Project: Sample (Incident Management) + Add Content £ Changs Appearance € Setup Tabs

ZCdivmiames

divdlr16%2Calivwes

Page 10 of 35

g~

1o fen

Incident View

Updated print description

<

C 1} | ® servicewise devsuite.net/ServiceWise/]

Report | Incident - 1638 X New Incident - 1 X

Currentincident:  1638: Test

| Request Crange || Resolves - Notiy Empioyee | Reso

A

Description  H

Sub Project Hardware

Employee » Anna Hardaway - {70}

Title | ipaity] Fotow Up with Teer 1

DEBTYE | patabase issue

Current State  Level 1 Support

Description | |
B I USsx
clock # 677587
Meed some help searc)
Attachments

[ Description x

servicewise.devsuite.net/scripts/texcel/servicewise/buginfo/description.dli?default?projectid=
P! 9 pt Projt

Print
Total: 1 page
Destination [ saveas por
| Change... |
Pages ® Al
eg. 1-58, 1113
torou

+ More settings

&ibugid=1

% @ o ¢

#1638 [Daily] Follow Up with Tier 1

Sub Project

Employee

g

0B Type
Curremt State
Descrption

Hardnare

» Anna Hardaway - (70) 2. Il [ Change |
{Daiy] Folow Up win Tier 1

Datbase ssue

Resalved - Glozed

ook # 677587

Need same help search the above sting
Close Description
Glosed by Terry Johnson ~ P113/17 15:00:00]

Employee Man... | Anna Hardanay

Category Detail Databsse Driver
Incident Type Inciden: Repon or Troutle Ticket

Database Oracle
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Ability to perform transition when editing linked incident

= vome  incident-1354 X | Incident 1638 X

Snew ¥

ra»

Edit Linked Details

Cument Change Reguest

Significant RFC || Forw

Description

B e

Sub Project

Employee » Accounting - {82}

B 1B

Request Title
Location

From Incident Mgt Test

4

Change Reasan

&

Urgency

Change Sponsar

Impact

89 From Incident Mgt Test

Sfo [ change ]

Detail View, dynamic secondary tab

= Home | Incident-1354 X Incident 1638 X | @New ¥
iy Curentincigent  1638: (Dail] Follow Up with Tier 1 (Anna Harcauway) v o e 16
5 Reauast Change | Resolved - Nolfy Emplores | Resolved || ToLevel 2 | Forward | Suomit Probiem
Events
B Evtemal Search
Snaw na general Events v SoBy Due Dats (Descend) v Hiew Atachment as Event
Knawtedge
O | N NoterFae ==
& 1 [Daily] Follow Up wh Tier 1 (1D = 1638} Erat

;3 - Incident Fis Attschment Attached, No Access) P— ey Jomnzon

 Incident File Aliachment {Attached, No Access) = — farry Jotnson
ﬁ  Incident File ARBChmEnt (Attacned, No ACCEss) e ferry Jonnson

 Incident Fie Atachment Altaches, No Access) N
u « InCiaent File Anachment (Altached. No Access) Customiz: e
.  Incident Fie Attachment (Attached, No Access) erry Jonnso
B + Incident File Atachment (Attached, No Access) Terry Jonnzon

Page 11 of 35

Employee Manag,

SeVICe | parabase server - DT
Change Type
Category

Root Cause

L B

- @ Submit | @ Save | - More | @ Close
Send Emad | Baich Dounload B Sating
Start Time End Time Customer Accass if Open Attscnment

No Access Closed B ticketest himd

No Access Closed 8 Issus with safari doce

B sw_himireport pg
§ HomXS00t0LDAP png

Secondary tabs are nested in the
menu and dynamically displayed as

W o o o oy s
3 Incident File Altachment (Attached, No Access) Terry Johnson . . .
3 ncdent Pl Asacanes (hache, o Actes) Tery doson the last tab in the detail view
o  Incident File Attachment (Attached, No Access) Terry Johnson
. Incident File Attachment (Attached, No Access) Terry Jonnson B New Microsoft Word Docume.
 Incident File Attachment (Attached, No Access) Terry Johnson No Access Closed
 Incident Fie Atachment (Attached, No Access) Terry Jonnzon No Access Closed
 Incident File Atachment (Attached, No Access) Terry Johnson No Access Closed
 Incident File Attachment (Attached. No Access) Terry Jonnson Na Access Clozed
 Incident File Atachment (Attached, No Access) Terry Johnson No Access Closed
B
Smart indication for modified fields, reminders for save changes
7
= incident  Incident - 1632 X [+ .
ﬁ Current Incident: 1632 Service Catalog Request (Anna Hardaway) L] - 125 » @ Submit ) Save - More | @) Close
= ‘Rmumcmnge || Rmm-unlnyEmmyeel Resowed | Tolevel2 | Forward | Suomit Problem
[T
B ——— )
A Sub Project
Empioyee » Anna Hardaway - (70} £ Info [ Change| Emgioyee Manager v
il Tite | Service Catalog Request
-] [T —— v Cateqory Detal ¥y ooucation fais on startup r
o] Description Koy
o
. o
A red flag is added to a field’s corner
when user modification is detected
Priomty o, - Incioent TYBS | sorvice Request v
Ll S mpact .
“ P
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Save Change

You have unsaved changes o0 Ihis Page, would you ke 10 save the changes?

Auto-reminder when user try
@ Chick on ‘save 1o save changes and continue to |eave the page WithOUt
o click on ‘cancel 10 stay on this page Submlttlng Cha nges

Save | No  Cancel

New attachment control and unified incident attachments management

= Home  Incident- 1354 X Incident - 1638 X Onew v 8-
4 | Cumentinodent | 1639: [Das] Folow Up wih Tir 1 (Abna Kardaway) v[o][«] e | » @ Submt  @Save | - More | @ Close
o | Request change || Resoived - Notty Empioyee | Resoved | Totevei2 | Forwara | Submt Prodlem
Description

®

4
-’j Database ... =
(] Attachments
s} o

Select files

4

&

2
W jedd e @ 3
e | £

New Microsoft Word Doc..  fromXS00toLDAP.png sw_htmireport.png Issue with safari.docx togman.rar ticketest.htmi

diE | i
]

17 10:36:00 7/27/17 15:10:00 7/22/17 15:10:00 7/27/17 15:21:00 7/27/17 15:44:00 7/27/17 15:21:00

Home  Incident-1354 X | Incident-1638 X | @New v | I
CurrentIncident:  1538: [Dasy] Follow Up with Tier 1 (Anna Hardaway) vo|«f 6] » @ Submt [ Save | - More | @ Close
i Request Change || Resolved - Notfy Empioyee || Resoved | ToLevel2 | Forvard | Suomt Prodiem

Description 4

D mE » N

B e

Database .. v

Attachments.

Select files.

4

E'%_. = ||
W |ed=] "I’Q,"::'. W)

&

Manage incident attachments in

'.—.'“-_""“' l e View 1
= - || | viewio o . e .
T il s, (S | this new unified field
5/24/17 10:36:00 7/27/17 15:10:00 7/27/17 15:10:00 7/27/17 15:21:00 Rename IV 15:44:00 2100
| Desste
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Home | Incident- 1354 X

Curent incident

»

Incident - 1638 X

Oniew v

1638: [Daily] Follow Up with Tier 1 (Anna Hardaway) vlo| « | 18] »

Request Change || Resoived - Notty Empioyee | Resolved || To Levei 2 || Forwara | Submit Problem

<1

Description

IE B o 2 @

& v

Attachments =~

Database

Oracle

Preview images in a thumbnail
)

Select files

= Il
Je,. ..

sw_htmireport.png

P B 0B

h safari. docx

@ W

jew Microsoft Word Doc

fromX500!

fogman. rar tic

Page 13 of 35

@ suma

| RS | |

@ save

Drag n drop to attach new files

More

'
© Close |
|

File Edit View Import/Export

| Sample (nedent Managemert)

[ Basic Setup
5 Account Types
-} ServiceWise Members
3 Description
~EE] Workflow Design
[ General Project Settings
{C1 Staging Site
(22 Employee Web Portal
[ ServiceWisePhone App
(22 Workflow
[ Advanced Project Settings
(2 Employes View
(22 Incident View
[0 Event Management
(22 Company Hierarchy
[ Service Level Agreement
{11 Company Assets
(2 Time/Service Management
[ Asset Management (AssetWise)
(2 FormWise Settings
[ Sub Projects
{21 ProjectPlan Integration
(22 CTlIntegration
(L Inter-project Actions
. 8 Define Inter-project User Act

Y ERE PPE L EE M Endish
Helo Tio:  CSetupTresViw_DEF_INTERPROJECT_USER_ACTIONS_VIEW @
~
Note: Inter-project Actions is not enabled in feature option
Define Inter-Project User Actions
Properiies  Who Can Pefforn  Applicable States
=- (] Inter-Project Link Actions
Submit RFC Action Name: ‘Submm RFC ‘
Submit Problem
New Incident Short Name: [Subomt RFC | =1
Action Description: [ Subm RFC te Change Management Project | =]
Edt option: Interactive Creation ~|
Target Project: | sample (Change v
Target Subproject [ {None} v
Optionsto Populate Tanget Incident Fields
Select Target Incident -
Use on-behalf-of from the source incident as the employee for the target incident
Use Incident Template in the Target Project to Populate Defaut Values: | { Copy/Map from the curent Incident }
Overwrte defaut values using selected fieldfrom the source incident according to Felds
IPC mappinglonly applicable when a template i selected above)
Defautt title prefix [From Services Team) ‘ I:l
[ Append the work description to the target incident description field
[J Allow selectable products on a fom to be appended to chid incident’s description field as text
Event copy option:
Enable Link Type
Select Link Type
Create New Incident and Link As
Parent Chid ® Referential
Defaut Ontions for New Incident hd

© 1995-2017 TechExcel Inc. All Rights Reserved
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Define direct edit option for Inter Project Action

Page 14 of 35

File Edit View Import/Export Help
| Sample (noident Management) VERT RPE LS M
(L Basic Setup Helo Tio:  CSetupTreeVin_DEF_INTERPROJECT_USER_ACTIONS_VIEW

5% Account Types.

5 ServiceWise Members
{2 Description
Workflow Design
(21 General Project Settings
(27 Staging Site
(21 Employee Web Portal
(2 ServiceWisePhone App
(23 Workflow
(2 Advanced Project Settings
(21 Employee View
(2 Incident View
(L Event Management.
(22 Company Hierarchy
(2 Service Level Agreement
(21 Company Assets
(23 Time/Service Management
(2 Asset Management (AssetWise)
(21 FormWise Settings
(2 Sub Projects
(23 ProjectPlan Integration
(21 CTl Integration
(2 Inter-project Actions
#8 Define Inter-project User Act

Note: Inter-project Actions is not enabled in feature option

Define Inter-Project User Actions

=-[20 Inter-Project Link Actions
it RFC
Subrit Problem
New Incident

Propetties Who Can Peform  Applcablel
Action Name: Submit RFC
‘Short Name:

Action Descripton
Edit option
Target Project =

eractive C
ALfo Creaiorrand Ea aiter crealion
Interactive Creation and Edt after creation

Target Subproject

Options to Populate Target Incident Fields
Select Target Incident ~

Use onbehafoffrom the source incidert. as the employee for the target incident

Use Incident Template in the Target Project to Populate Defauk Values: | { Copy/Map from the cument Incident ) ~

Ovenarte defauit values using selected field from the source incident according to

IPC mapping(only ppicable when a tempiate i selecied abave)

Fields.

Defaut tile prefis

[From Services Team]

| 3

[ Append the work description to the target incident description field

[ Allow selectable products on a fom to be appended to chid incident's desciption field as text

These two new options allow user to directly enter detail
editing dialog of the created item after inter project action

Merge into (6 Incidents selected)

1D Filter(e.g. 2.5,3.6-9)

Keyword

“ 4 > % 1-25/363
Select  parent Incident to merge into

Incident ID Title

oun %

Details: Submitted by:John Duncan Date: 2013-07-10
Status:N/A

The customer installed the DevTrack mail server and staried the auto
server, but they expected

y more issu yet they
Why s that? Plesse call soon

Assigned to:Pamela Miler. Date: 2013-07-12

Status:\/A, Assigned by: Jonn Duncan

That s because the e-mai notfication server generates e-mail
notificatons based on the iriggening events such as the creation
forwarding, closure, etc. Normally you would recsive several e-mai
notifications for one issue during s Ife cycle.

CAUTION. child Incident

ther existing data to DevTrack

© Suomit

Current Owner
William Neil
Pameia Mier

Merge options

Copy Description to parent Incident

Copy Events) to parent Incident

1 Copy Work Description to parent incident

Copy web conversation to parent Incident

4 be deleted from the system after merging

Select All

@ Cancel

Deselect A

Event copy option: | Support v
[ Enable Link Type
< > Select ik Tne | Denendency. vl v
Incident  Incident- 1384 % | Incident- 1638 X | @INew ¥ g
A& CAiEmpoyees v Q Select "AllEmpioyees v + 0@
B - Owner Temysomson v Stams (A Open v MosewcnQ. v Q Seaich » o ox |
B ¢ »n |somms. T wcsniov Tite DB Type LastModil. T Cument State CurentO.. T DateSub.. YT Totalremaining.. | Totalremaining .. Fianned T | Pianned T
4 L} Terry Johnson 1638 |Daily] Folow Up with Tier 1 Database sswe mmnr Level 1 Support Terry Johnson SMenT 2h 0m 4h 0m T 2T N
Cd L] Terry Johnson ‘l: e arns Database sswe. TRONT Closed CR Terry Johnson 51517 2h 0m 4h 0m. 82217 &anT
New Event
1 W & 3 Terry Johnson /ex 18 with aenail 7017 Level 1Support  Terry Johason ST 2d21h om 2019 0m 17 TRINT
i L L] Terry Johnon + Forward ‘Connectwity TRONT Level 1 Support Terry Johnson 5017 -2d 21h Om 24 19h Om anr TanT
" @ % 5 JohnDuncan ® Change sisis 1355 - Dus to No Progress Connectiity 0T Chsed CR Temy Johason 4118 2 0m 4n0m ST 61217
@ @ * 6 JowDuncan & Clone 1355~ Due to No Progress Connectiity 0T Chsed CR Temy Johason 212816 h om &h o ST a7
B Inter-project copy
B . & Link
# Link knowiesge
>
k @ Send Email
o i Delete
% Merge into
&< o - T ]
= Incident  Incident- 1354 X Incident - 1638 X Onew v 8-

Merge tickets with
listed options
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Multiple selection in condition setup

Page 15 of 35

@D TechExcel Service

5 Account Types
B ServiceWise Members
Description
Workflow Design
(3 General Project Settings
(2] Staging Site
(2] Employee Web Portal
(3 ServiceWisePhone App
[ Workflow
(2] Advanced Project Settings
5 Email Integration
5% Instant Short Message
F Incident Notification
5 Incident Escalation
- Auto Routing
Memo Fields Search Engi
£ Inter-Project Copy

Change Leg
General Report Setting
Team Quick Report Web.

Incident Prioritization
Outlook integration
Identity Lookup
Incident Access By Team
Project Archive

Note Type

- @@ 3rd-party integration sett

User Identity Confirmatic

Help Tio:  Configure incident netficatio

[ Enable Emai Notification

Reload emal service settr]
[l Enable Pager Notification
[ Enable Mobile Phone Natificati
[[]Enable App Notification

Notification rules

Name

Close -Resolution

Customer Request

i Forward - igh Priority

i Priority - Applications
Reopen

Reapen HiPriorty Tssue
Status change:

Submit

Customer Updates Web Conve|
Support Updates Web Conver

se Admin - Sample (Incident Management) - [servicewise] - o x
File Edit View Import/Export Help
| Sample (ncident Management) v amg #F8 & EP M

3 Basic Setup. ~

Define Condt

General Properties

pleations
Hi Pririy Inc.
Manager attertion

Field Name

Department
Start Date
Special Reqire.

Custom Fields  Employee Properties  Company Hierarchy
Option
Page N
age tame @ Include O Bxclude

Submit Incident,
Submit Incident, [
New

Service Descriptic

[] Select/Deselect Al

Selection

[ {Unspecified}

[ Applcation Training

[ Configuration - Hardware
(] Configuration - Software:
[ Documentation Request
[ Installation Service

[ inspection

<

New Hire
New Hire
New Hire
New Hire
New Hire

Descrition 3.Me. ¥
>

Multi-selection field are
available in condition setup

Condition
[Employee Propeties].[Job Role]
[Description] [Record Type]
[Description] [Urgency]

Define Condtions logic

(2 Employes View AANDBANDC
(23 Incident View
(3 Event Management
) Compary vty Ee=T]
[ Service Level Agreement
21 Company Assets v From address:
< > v
Web Activity | @New ¥ ®-
A CustomerQuery: *AllCustomers v | Q| Select: “All Customers + Contact: (Al Contacts) v Status (AlCsed v+ & @
Web Acivity: *Allweb cickt.. v Date fom: 05012017 To: Search » o x|
B oo Date Acivity Status Type Customer Contact ContactPhone | Click Conv... @ Campaign Source | Campaign Medium | Campaign Name | Camp
. 0711972017 -
1247251475 Capterra PPC Visit - ServiceW Closed Web Click o
® © v 193300 P apterra isit - ServiceWise jose: b Cic ere
g;ua{zon Bing Ad Visit - Test Management Tool  Closed Web Click
071102017
vrATAEST Google Ad Visit - Full Traceabilty Closed Web Click
- Web Activity: 1247250327
O 1247248180 OIEE Capterra PPC Vieit - ServiceWise Closed Web Click ‘Summary: Keyword Demo - Test Management
04:20:00 PM Landing page of this form
Taraet page of this form
O iz OB08R0T7 Bing Ad Visit- Test Management Tool  Closed Web Click
07:35:00 AW
. 0810572017
1247242469 Bing Ad Visit - Help Desk Soffw Closed Web Click S
B ¥ e ing Ad Visit - Help Desk Sofuware ose b Cic erRe
. 0610572017
1247242458 Bing Ad Visit - Help Desk Softy Closed Web Click S
8 ¥ 020000 A1 ing Ad Visit - Help Desk Software ose: b Ciic en
. 0513172017
1247241759 Capterra PEC Visit - ServiceW Closed Web Click 2
8 ¥ 109300 P apterra isit - ServiceWise ose: eb Cic epe
. 051252017 §
O vtanaase DL Capterra PPG Visit - Serviceitise Closed Web Click [C1 XY
. 051082017
1247236858 Capterra PPC Visit - ServiceWise Closed Web Click S
L 07:15:00 AW g ere
. »
,« techexcel.com/C ik 182 1-10 0f 10 ftems
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Web Activity list view filtering update

Web Activity | @New ¥ @

Customer Query: *All Customers v | O, Select *All Customers v Contact *(All Contacts} v Saius Al Closed) v + 4@

Web Activity: *All web clickt . v Date from: 05/01/2017 [ To: Seal

O |ov Date Activity Status Ccamp
07/1972017 . -
G 1 v1e7suTs 029300 B Capterra PPC Visit - ServiceWise Closed
0711312017
2 1247250326 o Bing Ad Visit - Test Management Tool  Closed Web Cic
07/402017
@ 1247249657 Google Ad Visit - Full Traceabili Closed Web Click >
al = 10:32:00 AM . " erRe
0710372017
o 1247248180 Capterra PPC Visit - ServiceWise Closed Web Click
[H] = 04:20:00 PM . ereo
06/06/2017
a0 1247242670 Bing Ad Visit- Test Management Tool  Closed Web Cick ere
B 07:35:00 AM
06/05/2017
1247242489 Bing Ad Visit - Help Desk Software Closed Web Click
a - R 05:40:00 AM J . ere
0610572017
1247242458 Bing Ad Visit - Help Desk Software Closed Web Click >
L 04:09:00 AM “ ° erRe
05/3172017
1247241759 Capterra PPG Visit - Service Wi Closed Web Gick
o v prdonc apterra PPC Visit - SenviceWise: lose b Ciic cRe
05/25/2017
1247240591 Capterra PPC Visit - ServiceWise Closed Web Clck 3
u = 12:27:00 PM o ere
0510872017
1247236858 Capterra PPC Visit - ServiceWise Closed Web Click
"R 07:45:00 AM " ®rO
< I EEEEEEEE——— 3
C [« ErIn] B v emspersae 1-100f 10 fems
= WebActivity | @newv @
A CustomerQuer: *AlCustomers v | O, Selact Al Customers + | Contact:  *{Al Contacts} o )
Web Activity: | *All web cickt . v Date fiom: 0510112017 T Search » o x |0
X il alar .
B o oy wwesaciies Status Type Customer Contact ContactPhone | ClickConv.. @ Campaign Source | Campaign Medium | Campaign Name | Camp
*Customer login history [ &
® U v o LX)
“All web activities
TR o List by web click group ere
2016 Bing Campaign Visits.
a © ¥ Bing Ad Visit - Bug Tracking Closed Web Click ero
Bing Ad Visit - Customer Support Software
o w12 e Closed Web Click CRO
[H] va2rvu e
06/06/2017
@ E e
O vimaenn S0 Bing Ad Visit- Tect Management Tool  Closed Web Click [ X:)
061052017
a 1247242469 Bing Ad Visit - Help Desk Software Closed Web Click @
& - 05:40.00 AM “ " [N cere
08/05/2017
1247242458 Bing Ad Visit - Help Desk Softy Closed Web Giick &
8 W 020000 A ing Ad Vist - Help Desk Software losex eb i ERO
05/3112017
o 1247241759 Capterra PPC Visit - ServiceWise Closed Web Click e
2 10:23:00 PM & eRe
051252017
a 1247240591 Capterra PPC Vi ServiceWise Closed Web Click @
- 1227.00 M . crRe
05/08/2017
1247236858 Caplerra PPC Visit - ServiceWi Closed Web Ciick e
B ¥ 071500 A apterra isit - ServiceWise losex eb Clic [N
. ,
3 LRI} - L 25 v |items per page 1-100f 10 items.
= webActvity  @newv ®-
4 CusomerQuer: "AllCustomers v | Q| Select: ~  Contact: (Al Contacts) v oStmtus (AlCsed v+ & @
Web Actty: v Date from 050112017 To Search » 0 x| 0
5
B oo 2016 Bing Campaign Visits Status Type Customer Contact ContactPhone | Click Conv... @ Campaign Source | Campaign Medium | Campaign Name | Camp
2016 Captema -
o vz arra PPC Visit - ServiceWise Closed Web Click [N X <)
2016 Google Campaign Visits
x o vi12¢ 2016 Keywords Form Submission ad visit - Test Management Tool ~ Closed ‘Web Click [N X<}
2016 Web Access Controls
124 e A Web Click
40 v Google eb Ciic <)
@ O v 1247248180 EZ{;?;S';M Capterra PPC . . . . [:)
Quick search web access items in the filter
— O v 1247242670 Bing Ad Visit - 7e
=] 07:35:00 AW
08/05/201T
O v 1247242460 Bing Ad Visit - Help Desk Software Closed Web Click (<)
# 05:40:00 AM
06/05/2017
O v SO Bing Ad Visit- Help Desk Software Closed Web Click ere
0513172017
1247241759 Capte PPC Visit - Se Wi Closed ‘Web Click (S
8 v C0m300 0 apterra isit - ServiceWise ose: eb Ciic eee
05/25/2017 .
O viamaase SO Capterra PPG Visit - Serviceitise Closed Web Click [C1 X
05/08/2017
@ - 2
O vommess O Capterra PPC Visit - ServiceWWise Closed Web Click ere
. »
“ el B v |remsperpee 1-10 0f 10 fems
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Web Activity tool bar settings are remembered
Onew

= Web Activity

Page 17 of 35

Lead Tracking

| Description:

A CustomerQuery *AllCustomers v | O Select Al Customers v Contact | “[All Contacts} v Staws (AICsed) v + & @
IWebAcnwty: 2016 Google Date from: 05/01/2017 Search »o0 x| 0 I
B oo Date Activity Status Type Customer Contact ContactPhone | ClickConv... @) Campaign Source | Campaign Medium | Campaign Name | Camp
. o71012017 -
a 1247249657 Google Ad Visit - Full Tr il Closed ‘Web Click 2,
® °© v oo et oogle Ad Visit - Full Traceabilty lose eb Clic ero
a
B
‘ »
A ln v s | 25 v |itemsperpage 1 o1 items
= Web Activity = @New ' M
A CustomerQuery: “All Customers v | O, Select "All Customers w Contact Al Contacts} v Staus (All Closed) v+ 5@
Web Activity: 2016 Google .. v Date from: 05/0172017 (5 Search O x|
B O |ov Date Activity Status Type Customer Contact Contact Phone Click Con. @ campaign Source | Campaign Medium | Campaign Name | Camp
- 07/1012017 it -
® O v Google Ad Visit - Full Traceability Closed Web Click ceroe El ey el tha
10:32:00 AM E
qual to v
Sales opportunity cre... v
Sales event created
Form submitted
‘ 5
AR - IR ~1of 1 tems
= WebActivity = @New ¥ ®-
Customer Query: Al Customers v | O, | Select:  *All Customers v Contact: (Al Contacts] v Staus (AICosedt v+ & @
Web Activity: *Allweb ciickt. v Date from: 05/01/2017 To 1247249650 »  © x | iV
B oo~ Date Acivity Status Type Customer Contact Web activty ID: 124724659 P
|247249659 :)7{"3[20‘7 Keyword Demo - Full Traceability geed Web ‘Web Click Custome .
JUSE00AM . New Sales Opportunity —
B New Event
New Cusiy
L eI @ Iiclosed
i Delete
& View Target URL Follow-up Incident
Show InActive Web Activities
D Title Type Start Date DueDate  If open

071912017 Closed

page

-1of1items

*+**Escalation (No progress) - Auto-Reassignment+*=~
=**Escalation (No progress) - Auto-Reassignment=**=*

[Closed by Brian Jones - 07/18/17 06:39 PM]

Edit | Delete

Customer Info: Change Customer = Create Contact = Select Contact

3

Contacts: -
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Web click item conversion target improvement

= Web Activity | @New ¥ . N
4 CustomerQuery: “AllCustomers v || Q| Select: “All Customers v Contact  *{All Contacts) v Stalus: {AlClsed) v + & @
Web Activity: *Allweb clickt... v Date from: 05/01/2017 To: Search » 6 x|
E o Dv Date Activity Status Type Customer Contact Contact Phone Click Conv. . ‘Campaign Source Campaign Medium | Campaign Name Camp
@ O 1247251475 EZ;:T)E‘;M Capterra PPC Visit - ServiceWise Closed Web Click [N N <) N
x o v 1247250326 07{‘ B2 Bing Ad Visit - Test Management Tool Closed Web Click
CERETA Sales Opportunity: 29675
- 0711012017 Summary: QUALIFICATION - Lead Tracking
d D s e Google Ad Visit - Full Traceabilty Closed Web Cick Cormont umert Stefan Orec
Sales Progress: Qualified Lead
(=] v 1247248180 CLTE T Capterra PPC Visit - ServiceWise Closed Web Click
(V] 04:20:00 PM
] 1247242670 Qe/0eL2017 Bing Ad Visit - Test Management Tool Closed Web Click
ams ’ -
& or3s AN Show owner/status
- 06/05/2017
O viemaseey O Bing Ad Vistt - Help Desk Software Closed Web Click
& s when mouse over
@ v 1247242458 Bing Ad Visit - Help Desk Software Closed Web Click
04:09:00 AM
- 0513172017
1247241759 Capterra PPG Visit- Service Wi Closed Web Giick S
g v o300 P apterra isit - SenviceWise lose eb Ciic cRe
- 0512512017
1247240591 Capterra PPC Visit - Serviceltise Closed Web Click 2
= v 12:27:00 PM o ere
. 0510872017
1247236858 Capte PPC Visit - S¢ Vi Closed Web Click )
g v 071500 AN apterra isit - SenviceWise lose eb Ciic cr o
‘ »
<« -_— —
- % = 1-10 of 10 items
= WebActivity =~ @newr ®-

»

Web Activity - 1247251205 x

Curent ltem: | 1247251205; o @ Submit | [ Save || - More || @ Close

<]

Web Click  Customer  Note/File  Web Activity ~ QuickReports  Assets

@ Submit

»

Customer: “Unknown

Activity: ~ Keyword Demo - Test Management

bt 0710207 10000 A Ability to select target follow up project

oo Please select a project When mUltipIe projeCts are available to
e : create follow-up incident

B b

- ® ok @ cancal

Follow-up Incident

& B IE

Start Date

Customer Info: | Create Customer | Select Customer | Create Contact | Select Contact

Customer View

New customer/employee view with ultra-fast toggling

= Employee  Incideni-1354 X | Inodent-1633 X QMew g
A Emoloves Query. *Al Emplovees v | Q|view Newempoyseview v  Search roox + 0@
= Emplayes Emplaye T Phone Location Division site Customer ID: 69 A, ox
v -
B0 cemenann Fulime (@256713912  BS-Rm21 Norhem Comorate - gg|| Empiayee info
o e o )
= , ployee Info
G First Name Peter Last Name Ariando
x P Titie. cEQ - Job Role CEO .
MO AwaHertonay :‘;‘i:"; 1348975000  B2-Rm301 Narthern ﬁ:::.': 0S| o aser Cot Prons
California Select Photo
(-] - User 1D Employes Stalu.| ce .
- il 1 H H y Date of Hie | Atention
LI Ultra-fast detail information loading when o G
A q Forate - S| Comorate - Calfornia . DAAEION  Dyiision - Narihem California .
- you are toggling through the customer or — ) - )
o B
o .
employee list view use keyboard ‘arrow e o e e
Survey Option
Subscnbed
- empioyes g;’l::_"i Castomia -
Division - Location. | Edit Address
Peler Folosar rarsme 408:356-3600 Northem comors - Addrese
empioyes Contoms Catfomia 31400 151 Straet
Division - Ciy State
) LeoDotie Fulltme 4348974567 B3-Rm103 Northem Coparss- DD ca
1 zp Country
“« =1 15 . . |n 2 J 64506 usa .
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Additional tabs in Customer

Page 19 of 35

File Edit View Import/Bxport Help
| Sample (Customer Suppor) v IR £PE £ EP M
-] Basic Setup ~

35 Account Types
I Project Members
{3 Description
Waorkflow Design
- General Project Settings
[ Staging Site
(L] Customer Web Portal
{3 CustomerWisePhone App
(22 Workflow
(L Advanced Project Settings
A Customer View
General Setting
-{89 Customer First Contact Dates
[ Field Design
(23 GUI Design
{3 Company
{39 Contact Info
{9 Additienal Info
{59 Custom Page 2
[ Extra Pages
-[E5] Bxtra Page Settings
Extra page 1
Extra page 2
Extra page 3

Extra page 4
Extra page 5
Extra page 6
Extra page 7
Extra page 8
Extra page 9
{3 Extra page 10
[ Other Pages
{9 Customer Status
{3 Privilege Control
Common Email Addresses

10

Help Tip:  Corfigure addtional page amount

Total number of extra pages

1 g |

Refresh tree

extra tabs for detail tracking

Additional fields in Customer view

File Edit View Import/Export

| Sample (Customer Support)

Y aRm FPE LB H

-[23 Description
E1 Workflow Design
() General Project Settings
(13 Staging Site
([ Customer Web Portal
-1 CustomerWisePhone App
(22 Workflow
(1 Advanced Project Settings
(L Customer View
General Setting
ustomer First Contact Dates
[ Field Design
~EE] Field Design Settings
System Field Design
2] Data grid fields
Custom fields DB page 1 Design
Custom fields DB page 2 Design
-] Custom fields DB page 3 Design
Custom fields DB page 4 Design
2] Custom fields DB page 5 Design
Custom fields DB page 6 Design
-EZ] Custom fields DB page 7 Design
Custom fields DB page 8 Design
EE] Custom fields DB page 9 Design
2] Custom fields DB page 10 Design
Custom fields DB page 11 Design
2] Custom fields DB page 12 Design
Custom fields DB page 13 Design
Custom fields DB page 14 Design
Custom fields DB page 15 Design
Custom fields DB page 16 Design
-] Custom fields DB page 17 Design
Custom fields DB page 18 Design
-] Custom fields DB page 18 Design
Custom fields DB page 20 Design
(2 GUI Design

~

Help Tio:  Set customizable fields data page

Total number of database pages for custom fiekds

Refresh tree

Total of 20 pages of custom fields

available for detail tracking
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Data Grid available in customer view

&D Techxcel Customeri,

Page 20 of 35

-5% Account Types
T Project Members
Description
-8 Workflow Design
(L] General Project Settings.
(1) Staging Site
(13 Customer Web Portal
(23 CustomerWisePhone App
-2 Workflow
(L] Advanced Project Settings
(3 Customer View
5] General Setting
Customer First Contact Dates
[ Field Design
Field Design Settings
-EZ] System Field Design
Data grid fields
Custom fields DB page 1 Design
-E2] Custom fields DB page 2 Design
(3 GUI Design
-8 Customer Status
rivilege Control
Commen Email Addresses
-EE] Access Control
E51 Quick Web Links
- Incident View
(13 Event Management
(21 Sales/Suppeort Team Assignment
-1 Service Level Agreement
(11 Product Catalog
-1 Time/Service Management
(13 Asset Management (AssetWise)
(23 Web Activity and FormWise
- Sub Projects
(L] ProjectPlan Integration

& Admin - Sample (Customer Support) - [servicewise] — u] %
File Edit View Import/Export Help

[ Sarpie Customer Sumpon) Jomm APE L EE M |

(2] Basic Setup A | Helo Tio: Add, design, delete grid fields. @

Data grid fields

i Standard Name Display Name GUI Type

16001  DataGrid_15001 Rate Data grid

S

Field Name:

General  Columns
Standard Name:  DataGrid_15001

Field Type: Datnigrd v

Linked DB field:

Linked DB table:  UserDataGridInfo Number of Columns
Field Attributes

Team access:

[IMandatory for Team
[IMandatory for Customer

o]

Confirmation before discard changes when create new employee/customer

— Incident | Incident - 1632 X

B Fiest ame
l Title
-
al Fhene
o User ID
™ Date of Hire
) Sie
Department
Emplayes Manager
Location
Support Team:
Group Assigned To
Frimary supgort
Login Infa
Emai
« Password

NewEmployee 2% | @new »

When click on ‘X’ and
modification is detected

Last Name
- Job Role

Cel Phone

Employes Status/Privilege

m Altention

B Division

- Group

v Saconsary support

Login Alss

¥ nccourting Manager

Consultant

@ Submt | @ Cancel

Check ff Employse Exists

© 1995-2017 TechExcel Inc. All Rights Reserved
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Note if user click on cancel,
tab will be closed directly

Save Change
You have unsaved changes on this page, would you Bke to save the changes?
o CAck on ‘save’ 10 5ave changes and contue
© Cick On 'no’ 10 discard unsaved changes and continue
© CAck on ‘cancel 10 stay on this page

Save | No | Cancel

Confirmation before closing
the tab

Employee Web Portal

Support single sign on directly to knowledge view

Singal Sign On sample url: hitpicharley Login di?si ¥ h héview|D=4&ProjectiD=16

DB pre-condition: insert inte SSOKeys (BaseProjectiD, Usemame,EmailAddress KeyString,DateCreated)
values (15’ ‘anna-h' anna-h’ ‘anna-h', 2017-05-26 00:00:00.000')
)

A Home | [ incident @ Employee | i Report (3 Knowledge I Procurement +New B~
& || search knowleage  © D FullText @ &) o412 M
KnowledgeD  Tite Knowledge Stats
Egz:xzﬂ: Topics =) 24 RAS installation doc.doc: -
1 Softwara Dvelopmant Liecyc (. & 25 E-mail Installation Instructions.doc
(1 Contant Sharing Manager V2.0 (S = 26 Installation Instructions.doc.
s [BFAQ Configuration B 28 E-mail Installation Instructions.doc
“BABCFAQ B a4 Project Plan Guide
B 8 AssetWise Discovery Guide
B 39 Data Center Proposal
& 2 hd avi
[EREE] Problem Management Workfow
& 70 New Features Service\Vise 8.0
B 7 ServiceWise Outlook Sync
= 72 ServiceWise Smart Screen Configuration
B3 ServiceWise LinkPlus Web Services API
B 7 Server Sizing Recommendations and Scaling Tips
& 75 Configuring Web Query Reports in TechExcel ServiceWise
B 7% New Features in Service\Wise 8.1
B 77 Software Development Methodologies and Processes
& 265 Benefits at ABGompany
N r & 267 Whats new at ABC company -
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Multilingual support for incident template note and name

&D Techxcel CustomerWise Admin - Sample (Customer Support) - [servicewise] - ] *

File Edit View Import/Bport Help

| Sample (Customer Susparn) Y ERT £PE £ EF M

@ stm Setup. * || Helo Tio:  Configure EWP submission page.
3% Account Types
~
) Project Members Page titie and project selection header
-[3 Desaription oz
Workflow Design ‘NEW Incident | l:l
(L] General Project Settings.
3 Staging Site New incident project selection header:

- £ Customer Web Portl [Hew Incsent or Evhancement Request_______| et Incident Termplate Nerne X

-EE General Setting
(23 Registration Control
(1 Field Access Contrel

Default new incdent

Template Name: |Submll Customer Support Request | lzl

etup dialog

Template Type: | Iniddent template will be used by users v/

-E5] Login Page | (] Enable sharing ane label ameng al languiages
HomePage|  select the label used by all languages: oM [Display as a self service item in Service
New Registr Motes:

-] Registered
| e T e e Please use this form for al technical support issues or service requests. =

B submission | [\ e Mame Note [l
Incident Pag
Header/Foof | 70 Please use this form ..

-[3 Login Control
CWP Report Set{
(£ CustomerWisePhor b
(23 Workflow
(2 Advanced Project 5
(3 Customer View
(1 Incident View
(] Event Management]
(13 Sales/Support Tear]
[ Service Level Agress
(3 Product Catalog
(2] Time/Service Management
(0] Asset Management (AssetWise)
(13 Web Activity and FormWise
(21 Sub Projects v v

o

Knowledge

Outgoing email support secure connection to SMTP server
@ TechExcel Customer\¥
File Edit View Help
| KnowledgsWise Base for ABC Softwars Custor | ] B '@ &2 2 & M

Admin - KnowledgeWise Base for ABC Software CustomerBase - [servicewise] — O X

=7 Basic Setup ~
[ Introduction Outgeing Email Setting
[23] Account Type
g Project Member Email notification/escalation settings configure how email sending service
Knowledge Description Email Notffication/Escalation

o+ Workflow Design
-7 Project Setting

SMTF server address: |srntp emailsrvr.com ‘ Port:

% g::ir:;?,:eam,e; Use secure connaction: ® None ssL O StatTLS |
£ Praject Administration

[25] Account Type My mail server requires authentication

£ Praject Member User name |jam352@ted'1&mel com |
é g?zumpi:::’; Password: |eesssssse |

en Multi-Lingual Settings Chararct -
([ Staging Site ararcter |Ummde (UTF-8) v‘

-7 Team Access Control

h Automatically wrap text characters when sending
- General Settings
-4, Folder Access Control \Web/Windows Clisnt
&, ttem Access Control (®) Using same settings as email notfication ‘escalation
-5 Workflow
[7] Workflow Options (0 Using Microsoft MAP profile

-2 Workflow Settings

-2 Workflow Design

=-I5 Knowledge GUI Settings

-[7 Field Design

-7 System Pages

- Custom Pages

- Function Pages

-5 Knowledge Felder GUI Settings
= Field Design

-[7) System Pages

-7 Custom Pages ¥

Client Email Format
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Report View

New assignment history distribution report

Page 23 of 35

Report | Incident-1354 X | Incident - 1638 X

Orien ~

‘Sampie (incident Management) + | CAlEmpioyees v @ Select "AllEmpioyees

4 [ Defautt Report View
v e
4 [ incigent Reparts
= Asset Support History

MoSescna . v O Stalus: {AlOpen)

» Date Assined

= Incident List
il Incident Tabuiar Report ]
lly Incident Tabusar Report by Age
il Incident Distribution 7
il Incideat Trend
= Incident Tabutar Report ]
= Incident Lite Time Listing
= Incident Life Time Total

= Incident Life Time: Average

FBIERP I IFa » I

£ Time Tracking
5 User Reports

[ My Reports

4 [ Web Query Reports

il Distrivuon from Seurcing

m o a7

» Owners:

ce@mowm @

“AIMembeEs v

@ Search

Incident Distribution by Assignment History

» | x| AssignedBy. Temy Johnson

v Assigned To: “West CoastGr.. w TargelStatus (Al Open} v

L
| °
= Incident Fiow: Summary 4
= Incident Fiow. Detaiis
= Incident Fiow: History 3
= Incident Closed Anaiysis
=5 User Activity Summary Report 2
il User Productiviy Regort
[ Event Reports |
i Senvice Agraement Reports
[ Forms and Surveys )
« &

o

o

&

New Incident flow graphic report

incident - 1354 X Incident - 1638 %

O+

“All Employees v

Report

‘Sample (ncident Mansgsmen) + Q select *AlEmpioyees

4 [ Detault Repart View

b Emnew

4 [ Incident Reports
[ Asset Support History
il Incadent Destribution by Assignment History
= Incient List
il incigent Tabuiar Report
il Incident Tabwiar Report by Age.
il Incident Distibution
il Incident Trend
= Incadent Tabular Report
= Incident Life Time Listing
= Incigent Life Time Totai
= Incident Lifa Tme: Average

[NoSearch Q.. v | © » Owners: *All Members

Date From: 172015 @ T 32116

B IEE ) 2 D E B I

4

[ Incident Flaw: Details
= Incident Flow. History
= Incident Ciosed Anaiysis
= User Activity Summary Report
lly User Proguctivity Report

& Event Reports

2] Service Agreement Reparts

&

Incident

5 Temo Tracking
[ User Repons
¥ My Reports
4 [ Wb Quary Reports
lly Distbution from Sourcing

v
v
» 5 Forms and Surveys
’
’

ce@mdnd

[ | Search -

Incident Flow: Summary 0

= Hew Incidents ® Oulstending Incidents ® Closed Incidents

SLA change history report

= | Report ncdeni-1354 X Incdent- 1633 X | @ONew ™ [
&« "AllEmployess  »  Q, Selact Al Employees o@D e a
i iNoSearch Q.. w Q Status. {Al Open} v b Owners: Al Members w  Change Log Owner. “All Membaers v
g | Serren s * Date From @ T @ seson v x
® SLA Change log tracking Report =
Records: 1. 12/12
1 Incident Columns. SLA Chang Log Columns.
] T Raspinss Tme
ncident 1D e Senicean  SLAResponss Time Plan  Gument Owner Group | CumeniOvner | Respen  SLASWATime  Requesd Responss Tims  Responss Time | SLA Response Tene Lengi | Toral Resgonse Tims In Progress 1§ Wi SLA Response Twne | Resgoras Time Deta | Requred Resolve e | Re
"] s cannct access urgent Temy Jonzon Mo 12804
any email aue i
Stachements seni
= me
L B (Chidiappicaton  Urgat Terry Johnson
crash an login e
[Ny 120 spplication crash Urgent Temy debmson o e
on login [ 150100
o s e samang urgeer Tomy dernson Mo mena
[ 151400
125 Standara Urgert Teny Jehnsen o e
Softuare aaue 143700
Instailion
Temy Jornson Mo 102613
175700
Temy denscn Mo 102813 2w
144600 153500
Tery dobmson o 102813
b
Tery debnson Mo 102813
150300
« preveey -
- v
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Export report in native excel format

= | Repon | imcdent-1354 x| inccent- 1638 X | @hew v | 2
A Samole (Incident Managament) + “AIEmployess v Q, Select “Al Employees v e @ w08
(Ostault Report Visw = Exprt HTMIL(5). curtent page
4 [ Defeuit Rey It . . . " .
E ) . {No Search Q... Q, Status: (Al Open) » Owners: “All Members. B HIML{xis), all pages
B 4 [ Incident Reports » Submitted or Closed T @  Search
Asset Support History
® e Two new export options I
1 \cident Tabular Report Records: 1-179/179
e ncdent Tabular Report by Age wasent D e DA TR L BE  for xIsx format Leram
il ncicent Distribution 122 MastexiTietall Relationsships o be implemented in Medum | Closed CR Rabert Hardware Oiher =
al Serace WISE e for Cusiomers Petan  mamcton
ks Incicent Trena
o S incidnt Tabwlar Flnpert W Howcanacoomerseach o bnowecge aseushg | Meskm | Lol 1 Suspon LecCose  Farmuan | Seache R
1% WebLicensing Poliy? Medum | Levi2Suppod Chrme  Hamware | Hardare svien S_Edol  Nalmspanse  Notrespomse et
Smim . mancton ek yel
= I e Gan someane give me the new office? Medum | Resokeo-  Roben  Appicatoms | instasaton 7-TwoDays  Molrespanse  Nof respomse yet
oty Betson yet
k\ Emplayes
1260 I need my laptop sel up for a meeling Medum  Rasoled - illiam Compuer Hardreare siolen 8.Endol Molresponse  Niot response yel
Natty Peking nargware Week yet
& = Incidant Flow: History Enmlayes setup
= Incident Closed Analysis 1288 Cannot lagin 10 accounéng web chent Medum  Resohed - amon Database Catapase 2 - One Hour Mal response. Nod response yet
i User Achty Sumoeny Rt [ Cannechon Sting vt
lly User Productivty Report un meed 1o prin in coke todEy Medum  Change Anna Hargviare. Hardware siolen 2-Onetiour  Molresponse  Not response yel
» [ Evont Reports Campiete Hardaway  malfuncion yet
1382 meeds new baltery for laplop Medum Closed CR. Anna om Laglep sehup 2615 212700 Hol response. Not response yet
» [ Service Agreemsnt Repots oy St 1o
» [ Forms and Surveys
+ £ Time Tracking 08 ProcessTest Medum | Resobed-  dam Commechily | Appicatonfws 320015 163000 Vot resparse ot response yet
o Hatify Hardaway ‘on startup. yel
b [ User Reports Empioyes
» [ My Reports 1597 Motsls Emal instaiation Medum  Level 1 Suppont  Anna Connacwity 8-Enaer Mol responas  Not isEponse yet
- ek o
4[5 Vieb Query Reports
« o, Civmurion o Scurcng . 584 Emalincident Medum | Lol | Supper gona | Daabase | Daabae Over 318 150400 BLEM ltisome  Notmepom st .
= pian | inodent-1354 X incident-1638 X | @New v 8-
& Seme tnoent Mansgement B 2 vommcms [ r @ X BiTee | e + | [opon & Closea = a|[® r (@ @lfes] 2|20
= Aped, 2017 May, 2017 June. 2017 auy, 2017 August, 2017 se
e Start Tane End Tene Duraton M5 8.2 25.20 .08 0713 | 14.20 M2 2803 410 M1 | 8.3 .01 @208 08.15 | 16.22 | 20.20 | 30.05 0612 1319 | 2.2 27.02 | 03.08
B ) 8853 Cal Employes -
& 1915 e.msd nstalsbon oss2017 o6az017 s [ sheum
® 4 1313 e-mad instaitaton om0 oo 5 [ | <hewincigents
2 £ 10188 (ncident 02 P1613. | 03122017 oz 1
(5 1354 conmecting ta inlernal app._. 07182017 oo s [ — ST
il B 1354 canootcoonectloarp | 0720207 wasan 5 [— T,
@ & 1935 canmot scess sy emat . 07242017 wasar s [T
5 1329: appication crash anfogin | 07242017 sz 5 NEW HTM L5 ro'ect |a n VieW [ | :hiewinsidents
] & 1332 (Chiljappiication erash o... | 07242017 T80T 5 p J p [ shewinccens
= L sy wesar m 1
3

5 1634 Here is 2 problem 08132017 ormaa0n?

-]

5 1611 Excatstog Incioeet 1355 05212017 o527 "
4 1580 Excaiatng incident 1355 | 08182017 812017 % Temedotvessy
[ 10214 incident ID8 P11 06232017 Tz 2
[ 1213 ecident 02 P1615.. | 08ITT2VIT wrezon »
[ 10212 focident 02 P18.15.. 081102017 araao u
B 1636: Emad smor osma07 oanaan? »
5 1636 (0ai) Fotow Up win Tier 1 07072017 o 5 Tmdoinam
. {5 1635: [Dal) Commen issue wit . O7AS2017 wrETa0iT ® Temy Johnson -

New Resource Management module

= Plan  ncident-1354 x| Incidsnt- 1838 X | @MNew v 8-

Assign Resource

] t-Soware

Add | Unsssign | Schedus | Fromr| e212017 B To|msaor (Bl e work Assareneat

Q Teary dahnsom, 7102017 - TR42017

@|@[+e Popout
sy 2017

622

1
]
-}
=]
[

16-1635; [Daiy] Common (ssua yeth email

-]

Resource management with
ability to view assigned tasks in
toggled date range

16-1536: [Daily] Follow Up wilh Titr 1
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New project roll up summary
Stiew ~

Plan | Inodent- 1350 X | inodent - 1638 X
Edit Sub Projact

© cuose

General

D ED2@E»

Parent sub project  {Hone}

bo

Name:  1-Software

Status

&\

Level 1 Sugport
J itis closed

Percent compiste: 0%

Proisct Deivery Info: Priority:

#) Enatte project tracking for work orders, service contracts, etc
Same as parent sub project

Est. total

Flaned start | 42120
aate

Est. remaining

Z

9520

Planned finsh
date

-]

Proisct Roll up Summary.
Duwation | 98 days Seent:  |1W3H

Release date Remaining. 10

Total | 1W D 3K

Delivery date

Expected Effort Percentage:  84.31%

Agpy o sub projects Estimate frisn date:

Sync al sub procts

Plan | Incident- 1354 X | Incident - 1638 X

Edit Sub Project

® All apglicaie

Sniew »

Applicable Oumers.

Listed bekws are SppICADIE team Members for his Sub project

Team Member
Jahn Duncan
Mat Peterson
Pamsla Mier

L Paul Wagner
Terry Johnson
Tim Simpson
Wilkam Nedl

Account Type
Director af suppon
Level | support
Level | support
Level Il Support
Director of support
Level | suport
Level Il Suppost

ot appican

enone
(408)555-5555
(408)111-2222
(4081113333
(408)111-6555
@82z
(a08)222-333
025-283-8930

Email
Jpuncan@ascson com
MPeterson@abesoft com
PHilerggabesot com
Fiiagnar@abcson com
B
TSmpsong@abeson com
Whei@abesoh com

x

Bswe | @ close

Convenience feature UX

Open Admin directly from web browser

B IE & b B B

&

incigent | incient- 1632 X | @ew ¥
+ | anempe
R s Samie (ncident Managament) (Sorid HENEMRIE
. Hardware
Sofware
B w
.~
= >
»
»
g &
W »~
] »
»
o~
g »
o~
@ &
3
8 »
»
&
" .-
f .

v Q Select "ANEmpioyees * + 0@
Members v Siatus ANl Gpen) v (NoSeachQ. v Q Search
Mo  IncdentiDy Tite
1 1632 Service Cataiog Request
2 1631 Servica Catalog Requast
3 1630 1Phone broken
‘ 1629 Rouler lssue
5 627 Servica Catalog Request
5 1828 Service Order Request
T 1622 email error 1404
8 621 Emai ermor coos 5454
s 1620 Emai emor
o e Rouler issus prompt
" 18 Emal prompt issue
2 e incident report test
I VPN I3t
M 52161 Router issu
15 1912 smal instafation
® Escalaling Incident 1355 - Due 1o No Progress
7o e emai inctaation issue
B 608 Emai instatation

CECTRNE

Employee

Anna Harcaway
Anna Hardaway
Anna Hardaway
Anna Hardaway
Anna Hardaway
Anna Hardaway
Anna Hardaway
ABna Harcaway
Anna Hareaway
Anna Hardaway
Anna Hardaway
Anna Hardaway
Anna Harcavay
Anna Harcaway

Peter Oriando

Anna Hardaway

Anna Harcaway

Urgeney

Business Critical

Business Critical

Gurrent State
Levei 1 Suppont
Level 1 Support
Level 1 Support
Level 1 Support
Level 1 Support
Level 1 Support
Lovel 1 Support
Level 1 Suppant
Level 1 Support
Level 1 Support
Level 1 Support
Lovel 1 Support
Level 1 Suppont
Level 1 Support
Level 1 Support
Level 1 Support
Level 1 Support

Level 1 Support

Current Owner T | Date Submilted
“hew Incsgents nwe
+Mew Incidents w14
“Hew Incidents ESLer
~Hew Incidents LI
~blaw Incidants e
+Hiew Incdents LT
<Escalated o Level-2 3414
bl Incidents s
+Hew Incidents ErnTS
+Maw Incidents ECIES
+Hew Incidents EUTTS
<Escalated o Level.2 3414
bl Incidents 2714
+Mew Incidents 22114
Tarry Johnzon 21w14
Dean Stewart 21514
~Hew Incidents 21814
Wiliam Ned 21514

Pramie
P} Turm on Second Window
T Lenguage Semings
& Treme
[ FormWise Settings
& Web Click Settings
£ Atmin
8l Dowr=—sitord Agd-n
@ renaER
@ et New
® Log out
& About
I

228014
2114
2n814
21814

ansm
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Incident | Incident - 1632 % New ¥

Launching Admin

BN rE »

Open TechExcel Custo...viceWise Admin?

Page 26 of 35

Remember my chaice for TechExcel Custa..viceWise Admin links.

Open TecnExcel Custo.icaWise Admin | | Don'topen

Launching ServiceWise Admin ...

& |

Did it start?

1. If Admin desk app does not open within a few moments, please click here to download the
SWAdminSetup.exe file

2. Run the SWAdminSetup.exe as administrator, If you cannot find the exe file, press Ctrl+] to view recent

downloads.

3. After installation, please enter the following web service url for ServiceWise Admin.
http://charley-xps13/ TxSWWehService/ DataService asmx

Second window
Oniew v

Incident | Incident - 1632 x

Curentincident 1832 Service Catalog Request (Ama Hardsway) v | &) 1025

[Rocuestcrange | Resoed- ety Eniors | Resoved | To Lotz | Forsert | Suoma rovem

Description
1 Su Project
Empiogee » Anna Hordaway . {70) £ Info | Change| Employea Mana
s T | Sarvice Catalog Reduest
a Cate®O | omputer hardwars setup oo Dot | ratatation
@ Description
Prory iRt Tyme | gl o
urgency impact
Aftachments
&
Selsctfies

@ swmn | @ save

- Mure | @ Close

= Incident - 1631 x
Curentincdent: 1631 Service Catolog Request (Ama . = | & || 4 | 2/25 @ st Bswe | - Mo @ Close
| Request Chang || Resolved - Notty Emalayes || Resoved | ToLevei2 | Forvare | Suomi Frobiem
Description
Sub Project
Employee b Anna Hardaway - {70} S kfo [Change]  Emplopee M
T | Sanvica Catalog Request
Gategory , Categary Det
Descrigton
Prioaty -
Urgency . mpact .
Atachments
25
Sulact fies
%
>
screanshot png test doc testixt

Search against merged Incident id to find target incident
When incidents are merged into a target incident, search on the merged incident will return the target
incident even if the merged incident is no longer in the system.
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Single Sign On now works between DevSuite and CustomerWise/ServiceWise

= Incident Incident - 1354 x Incident - 1638 X owew A ‘ -
Search Project Q L]
Sarvicsize SearchQ . v © Search » 0 x 0
@ change Managementh -
@ Samgle (HR Onboarding) e DE Type Last Modif._. T Current State Current ... T DasteSud . Y Total remaining ... | Total remaining . Planned 5... Y Planned F. T
o
@ Same (Problem Management) Connactivity TRIT Lovel tSuppart | MRAHT -2 14h om 24 12h bm MmUiT T
cuameniize Ms::“ S T Hardware 2197 E &217 a7 62217
@ Sample (Customes Support s:yn m;:lm_ e i1, Level 1 Support  +New Incdents /4. -2d 20 0m -2d 200 Om i1, A
) Samule (Marketing Campaign Management)
© sample (Sales Force Automabon) Pop keeps rebootin . | I I b | . h et
st B You will no longer be prompt a login page when you go to .
D ABC SoRware CustomerBase | I— . . . . . . GanT
& sec comery e WA DecvSuite from CustomerWise/ServiceWise, single sign on il
DevSulta
© et s s g is automatically taking charge as long as you are members i
© Project Management 22417
Q) DeyTrack Project Tempiale 58116
0 155U Tracking Project: ‘1one broken sane
O s [t
0 ne-::ec :;W:::"JH; uter Issug maliunclion TRWT Leval 1 Suppart +New Incidents STNE -2d 22h Om -2d 20h Om 56 5816
€©) DevSpac Froject Template vice Catalog Request 0T Level 1Suppart  Newincdents 50016 -2a22nom -20 200 0m s N6
v i (Anna Hardaway) 1626 Service Order Regquest TRO1T Level 1 Suppart +New Incidents 5616 -2d 22h Om -2d 20n Om STHE STHe
! oM John Duncan 1622 ‘email error 1404 Connectivity 12047 Level 1 Support +New Incidents 412216 -2d 22h Om -2d 200 Om 42216 422116
=) * 15 (AnnaHardawsy] 1821 Email emar code 5454 72007 Level 1 Support  +Newincidents 422116 2d23n0m 24 200 By 22118 an2is |
P | — —— o
e e
Linked incident with mouse over edit
= incioent | imcoent-1354 x| incident 1638 X | @Wew ¥ s-
@ Curentincoent 163 [Dai] Follow Up with Tir 1 v G . || e @ submt | (@ save More | € Chse
e T T e
-]
atian Links
B [New Link] [inter-Project Capy|
5 == i
Projec

2

4 (W Sampie (ncident Management)
© P 1223 The customer started the DevTrack e-mail notfication server, they have received more &-mails then expected
4 (W Change Managemeni

P09 From incident Mgt Test

4 (W Sampie (Problem Management)

View Link] [Ed] [Guick Edif]

b

N

Action buttons will be available

-] w3 Intermittant autage of login page - pussible capacty problem - QA cannot reproduce . .

— M2 P st Teme T when a linked item mouse over “

L] 343 From Incident Mgt Team - Test I

'S 344 From Incident Mgt Team - Test New Problem 44
w2 June MSOT18765 Investigation and Analysis 44

-3 Y345 [From Services Team[Test Problem Closed - Resolved 44

servicewise devsuite.net/SWiseWeb/null htmi

Edit button is available when view linkage properties
Onew v

Incident | incdent- 1354 X Incident - 1638 X

® »

Show Link Detalls 1

§ Deiete | Q Cancel =

D m

2 e

Investgation
and
Analyss
227115
16:46.00
: Matt

Classity Problem Investigation
by

itted
by John Duncan

v

Joha Duncan Joha Duncan

&

Request Change
by

3ohn Duncan
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Allow no-default project for CWP

Page 28 of 35

File Edit View Import/Export Help

| Sample (Customer Support)

Y ERE £AE ESE M

(L] Basic Setup.

Help Tio:  Enable basic set on EWP end including attachment and knowledge search etc.

5% Account Types
-I¥} Project Members
Description
-EE] Workflow Design
(L] General Project Settings.
(L] Staging Site
(2 Customer Web Portal
General Setting
(1 Registration Control
(23 Field Access Control
(L Page Customization
(23 Login Control
CWP Report Settings.
-1 CustomerWisePhone App
(22 Workflow
(23 Advanced Project Settings
(22 Customer View
(2 Incident View
- (1 Event Management
(2 Sales/Support Team Assignmen
(23 Service Level Agreement
(22 Product Catalog
(2] Time/Service Management
(1 Asset Management (AssetWise)
(£ Web Activity and FormWise
-3 Sub Projects
(22 ProjectPlan Integration
(3 DownloadPlus Integration
-1 CTl Integration
(2 Inter-project Actions.

Defauit work project: | Sample (Customer Support)

Note:  This setti

Web Portal Title:

Runtime Key: [tte1

Sample (Customer Support)
larketing Campaign Management)
[Sales Force Automation

Display df

status for project:

=

Visible projects for customers

Available

Visible projects and display

Sample (Marketing Campaign Manag|
Sample (Sales Force Automation)

Sample (Customer Support)

Knonledge Base
Enable knowledge base searching by Customers after login

[Enable knouledae base searching by Customers before login

Customer Web Portal session control

[ Automaticall log out user after idle for [ | (uinimum 15) minutes,

Customer upload file via web

Warning message if file size exceeds the limit:

Enable Customer to attach fikes to their incidents/events, file size limit:

Auto-focus on last modified field in Admin

When no default project is selected,
users will always able to select
desired project upon login

File Edit View Import/Export Help

| Sample (Customer Suppart)

Y 2R £AE & Ee M

(L] Basic Setup.
5% Account Types

>

Help Ti:  Set system field basic attibutes for incidents and access control previlege

T} Project Members
Description
-2 Workflow Design
(L] General Project Settings.
-1 Staging Site
(L] Customer Web Portal
(£ CustomerWisePhone App
- 23 Workflow
(L] Advanced Project Settings
-2 Customer View
(22 Incident View
General Settings
~EE] Smart screen settings
[ Field Design
-EE] Field Design Settings
System Field Design
Muttiple Selection Co
Custom fields DB pag
Custom fields DB pag
Custom fields DB pag
Custom fields DB pag
Custom fields DB pag
(23 GUI Design
Incident Link Type
Web Conversation
Resolve and reopen optic
Progress Status Display C
Status Group
Response/Resolve Time +
- Quick Web Links
Disclaimer configuration
Quick search settings for
Copy work description se v
< >

&
System Fields
D Recommended Name Display Name Field type [l
609 Sub Status Sub status Combobox
610 DateTime1 Response Time Dateime field
L:30] DateTime2 Resolve Time Date-time field
812 SLA Start Time SLA Start Time Date-time field
613 SLA Exception SLA Exception Checkbax
614 Customer Access Customer access Dropdown list
615 Support Flan Support plan Dropdown list
818 SLA Details SLA details Muttiine edit box
620 Time spend Time spent Edit box
621 Time Remaining Time remain Edit box
622 Total time Total time Edit box
623 Percentage Percentage Edit box
624 Actual finish date Actual finish date Date-ime field 1 H i ifi
626 Subproject finish date Subproject finish date Date-time field After a fleld Settl ng IS mOdIerd’
627 Est total Est. total Edit box . .
= B remdinng B remainng B bon Admin will auto-focus on the last
640 IP address |P Address Edit box
641 Computer name Computer Name Edit box 1Fi H
P i e modified field
643 Developmert time detail Developmert Time Detail Section
850 Actual start date Actual start date Edit box
Submitted By Dropdown list

7 S Date Submitted Date-time field
925 Date Closed Date Closed Date-time field
<

v
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Power search (formerly keyword go to)

Page 29 of 35

reminder of current applied conditions to help
user adjust setting to get desired list results.

= Incident Incident - 1354 x Incident - 1638 x [+ ’ T
——
_® [=] * N Submitted T Incident D v Title DB Type. Last Modd. Y Cument Stale Cumrent O T Date Sub T Total remaining Total remaining Pianned S, Y PammedF T
Y
B
®
1 .
¥ When tool bar filters are folded, power
ol
& search helps quickly find item by
& matching title and id while discard any
: conditions on the tool bar. Power search
will be enhanced to match keyword in
description in the future.
« " 4» W (25 w |nemsperpage 1638 » ol 1-10t 1 ems
Right click on sub-project with auto-select
« C | @ servicewise.devsuite.net/Service Wise/#p-16/incident LK
= incident | Incident- 1388 X | incident- 1638 X | (New ¥ s~
ﬁ Sample (Incident Management) + Al Employees  w  Q, Select Al Employees. v + 0@
] 4 [ Sample (ncident Management) (Soned |
g e e Auto-selected when right click on a sub-project,
# Edit.. T Totairemaini | Totairemaini | Fianne. T Fiamne. A
@ Deiste ‘ > H A ’ 2hom Ahom AHT =7
® - say bye to ‘please select a sub-project first... e
‘ ' Snow closed Sub-Projects. - - - - - - - - -2d 21h Om -2d 16h Om eAT mnr
ﬁ (=) ELA Terry Johnson 1634 Heére it & probiem Connectity o017 Lével 1 Suppont  Terry Johnson 83T -20 21h Om ~2¢ 190 Om &7 TanT
[ 4 5  JjonnDuncan 161 Escalating incident 1355 - Due to No Progress Connectwty 72017 Ciosea CR Terry Johnzan 47516 2nom anom su1? aHu17
ﬂ ! LN ] John Duncan 1580 Escalating Incident 1355 - Due to No Progress. Connectivity TRWIT Closed CR Terry Johnson 22816 1hom hom SMET T
& I
[
&
= R » W 25 v itemsperpage -
No data found with explanation
= | Incident | Incident- 1354 X I Incident - 1638 X T Onew ] iv
@ Sample (incident Management) 4 ANEmployees v O, Select “All Employees v + 0@
] £ ‘—-"'"'w'“sm" » Owner ‘AllMembers v Status (Al Open] v esCumentWor v Q| Search » O x M A
l i Chmay ™ No  Submit Y incadent D v Title DB Type LastM. . Current State Current Y DateS Y Total remaini. Totat remaini Pranne. Y Planne. T
®
b § A No ems were found
1 Search Criteris:
ey A
8 I o L s o s 21
=] 1 po
k\ . . . .
° When no data is returned in the list, a friendly
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Support ctrl-c/v paste image in html editor

] N & New inciaent
e N GAmnaHardavay) 1629 Router Issun B Hew Event

H .e * 12 (Anna Hargaway) 1627 Service Catalog Requ  J. New Empioyee

e (L® %13 (AnnaHardaway) 1626 Service Order Reauer # E61
=} * u John Duncan 1622 ‘email eror 1408 oA

- 15 (AmaHaaway) 1821 Email aror code 545¢ : :'.::m
(=] * 16 (Anna Hargaway) 1620 Email emor & Cusionbe Lisl View
[ & AT AnnaHardeway) 1610 ‘promat “Show Open Events
L % 18 (AwaHadaway) 1618 Email prompl issue ‘Show Closed Events
= * 1 John Duncan 1617 Incident report test Show Linked ltems
[ 0020 (AmnaHardaway) 1615 VPH Issus  Show ltams of Chid Folders
[=] r 21 (Anna Hardaway)  52-1614 Router issue
[ * 2 John Duncan 1812 email installation

= ncicent | mcient-1354 X || Incident- 1638 X | @New T 8-
@& | cuminccen | 1354: connectng i intmal s0p rom homs ofice ol <] @ sutnt | B save |~ Mo || @ ciose
Crange impemenea | Funvaro
=2
Description Histony Status Conversation  Assel Link
f‘\ Sub Project 2-Hardware
®
Employee » Bill Dole - (71} S info [Change] Empioyee Manager -
Tie | connecting to intemal app from home office
il 23— v Category Detal 4.y stoien v
[H] Cunent State Ciosed CR NNt TV oo poquent .
= Description = = =
= B I U S % x E|[sves «|[noma «/[rom -|[see - [a-B|[@ XD EEE«~|z: - cFsas{fne] b
(Y
o connacting ool a5p o horme ofice [Ty Johesen - 122013 12,04 P
«
B [ ociem || incan-1364 x || incheni- 1830 ¢ 8-
w “AllEmpioyess v @, Select Al Empioy g I b | g | h I d d b
Available in late 10.0 patch already, opened tabs
B > Owner iMembes v Slals (ANOpen) ilb b db d | . .
B | 0| » [n |swmted. 7|incdens Tots remaning | Totlremaining__ | Plannsd S Y| PennedF_ T
@ 9 &1 Tmowm Also works when switch into other projects o e et
‘. ] @* 2 Terry Johnson 1640 TlealypsoiSkupinet Razvof Akiivnostiz- mmm Level 1 Supgort *+New Incidents -2d 220 0m -2d 20h 0m Ll 82217
li ProjectPermanentAschivel
il . Hartware Resolved - Moty E
o W 3 Terry Johason 1630 Laptop keeps rebocting ftself 123 metfunction T20MT e -New Incidents. &BAT -2d 220 Om 4h Om 2117 &2117
“ o * 4 Terry Johnson 1638 [Daity] Fallow Up with Tier 1 Database ssue T2TT Level 1 Support Terry Johnson ST 2h 0m 4h 0m maT TRTHT
. =) L ] Terry Johason. 1636 Email emor Database Esue 2017 Closed CR Terry Johnson. S5HT 2h 0m 4h Om a7 &4MT
I 1] FL ) Terry Johason 1635 [Daiy] Common issue with email TRMT Level 1 Support Terry Johnson. san7 -2d21h 0m ~2d 18h Om AT Ty
B | O & 7 Temdowsen e e s 8 proviem Connectnty T2 LewiiSuppon  Temydomson 57 2a2mom 20 18n0m anan Tun
a [ 8 Terry Johnson 1633 TmT Leval 1 Support +New Incidents 27 -2d 22n 0m -2d 20h Om 47 22417
a a * 5 (Anna Hardaway) 1631 ‘Service Catalog Request TR0MT Level 1 Supgort +New Incidents 5THG -2d 220 Om -2 20h Om L0 581186
O 10 (veaadawen) 1630 {Phone broken ntomet 207 Level 1Support  oMew lncdents 78 nom anom ams sans
d L] (Anna Hardaway) 1629 Router Issue ::'M.IM\MI 70T Level 1 Supgort +New Incidents 5T -2d 22h 0m -2 20h Om L0 5818
O (M 12 (Annaardewsy) 1627 Service Catakog Requsst 2047 Level1Supgen  shew ncidents  S/6M6 -2d2am0m 20 200 0m 816 16
] * 1 (Anna Hardaway) 1626 ‘Service Order Request TRUMT Leval 1 Support +New Incidents 5616 -2d 22h 0m ~2d 20h Om TN 5718
1 % 14 JotnDuncan 1622 ‘email amor 1404 Connectivity 7207 Level 1 Support  sMewincidents 42216 ~2d22n om 20 20n0m ar21s a6
] LA (Anna Hardaway) 1621 Email emor cods 5454 TmT Leval 1 Support +New Incidents 422016 -2d 22n 0m -2d 20h Om A2 422118
« «<Hl: 6 T 1 page 128 of 178 flems
= incident  incident-1354 x  incident- 1638 x | @New v 8-
“~ “AllEmployees v ©, Select “All Employees * + 8@
B > ower mivemven v suus (anOpen) + Mosemcna. v @ sarcn P ox
. ! » No Submitted Y IncigentID v Tive DB Type Last Modif. T | Cument State Current O Y Date Sub T Total remairing Total remairing Planned S. Y Planned F. T
@ [ L Tarry Jonnson 1835 [Daity] Common issue with email T20MT Leval 1 Support Terry Johnson SianT -2d 21h Om -2d 19h Om TenT Iy
a > 7 Ty Johnson 1634 Hefe s a probiem Connectvity TRMT Level 1 Suppon Tefry Johnson 5317 -2021h Om 20 180 Om T THn7
1 u * 8 Tarry Jonnson 1633 Tt Level 1 Suppont +New Incigents 22317 -2d 22h Om -2d 20h Om 22417 22417
m a * 9 (Anna Hardaway) 1831 Service Catalog Request TRUMT Level 1 Supgort +New Incigents 5718 -2d 22h Om -2d 20h Om 58118 5816

Hardware

1
malfunction v

Level 1Supgort  +New incidents 577118 -2022h0m 20 200 Om 58118

T20T

Lewsl 1 Support

Newincigents 56116 -2d22h om -20 200 0m 5716

Options to have events and linked items in
incident list view are now separately controlled
switches from the menu

18
anie

TR0NT

Level 1Supgort  sNewincidents 41116 2a22hom -20 200 0m anne

TR0 Level 1Supgort  +Newincidenls  4/3116 -2a22h om 20 120 om 3118
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Embeddable custom view (custom development required)

Page 31 of 35

- External Report Incident - 1404 X oNEW =

Incident Distribution
Home

70
Incident
B 50
Event
® 50
Web Activity

‘Customer

il

Report 30

Knowledge 20

o
23]

Calendar
[
e A custom view can be embedded B |

@
setings into navigation bar with a URL &

Option to turn off event id processing in email retrieval

@D TechExcel CustomerWise Admin - Sample (Customer Support] - [servicewise]

File Edit View Import/Export Help

-
il
Report
No. Progress Status Total
In Level 1 support 58
New incident 49
<«
In Aaualnnmant a

| Senple @ustomer Suppoty Y ERE FFE LB W E

>

(] Basic Setup

> Help Tin: Configure email integration including emal sending and receiving, auto submission etc settings
3 Account Types

Advanced email integration: Enabled

escription

Email Protocol
Workflow Design

T P s eemitopery O

o6 | Broject Serti General Settings  Incoming Mail | Outgoing Mail  Email Auto Submit  Email Auto Reply  Auto Req I R i i sl Ty

- eneral Proje ings
(23 Staging Site Suppart email auto retrieval [] Bypass Evant‘\d Hanalysls g‘hen checked, retrieval service will not process Event id in
(23 Customer Web Portal [ Suppart mutiple team email addresses received email fitle to match existing Event)

- CustomerWisePhone App

(L] Customer View
(21 Incident View

(2] Sales/Support Team Assignn v

Team Emai Accounts (®) Using POP3 pratocal to receive emails
L) workilow Accourt Type Email Address/MAPI Profile POP3 Server Settings
5 Email Integration FOP3 support@abcsupport.com
5% Instant Short Message [CIMy mail server requires a secure connection (S5L)
- 33 Incident Notification Email Address: ‘wmrt@ﬁbmmmmm
% Incident Escalation
-EE] Auto Routing Account name: ‘suDDOrt
Memo Fields Search Engi S [roemses
5 Inter-Project Copy
. @ 3rd-party integration sett < > User name: [aBcsoft support
Change Log
& General Report Setting [ ten | [ex ] | Deme |
Team Quick Report Web Default team email address for email reply: | support@abesupport com v
User |dentity Confirmatic (O Using Microsoft MAPT to receive emails
(22 Parent Child Issues Team email addresses for customers MAPI Settings
Customer contact links WAPT Prefile:
-[B Asset locations
Outlook integration
Identity Lookup Event Tempiate Setup
Incident Access By Team Defauit event templatefor e
Project Archive

. Note Type Default event template for email Email Sent ~

< >

© 1995-2017 TechExcel Inc. All Rights Reserved



e —
TechExcel Page 32 of 35

AssetWise Web

Customer/Employee View available in AssetWise

A Home Dl assst  J Operaton gl Report ¥ Prefersnces ) Tooks v
“
Employee Query. “All Employees v View (Defaull view) v  Search P Ox + 8@
Mo Employes Employee Status/Pri T Phone Employee ID v Customer 1D 86 m ox
- 1 Pete Sandoval Full tme employee 241-123-4567 85 - Empioyes info
2 Jon Boshwick Vendor 5 —_—
Empioyee Info
3 HR A 4
Fist Name Last Name §
4 Davelopment NiA 8 Fee Sandoel
5 Accounting & 8 e 1t Manager L ook
6 IT Department A 81 o -
ne il Phane
v s 1 356- 2011234567
7 Wikam Periins Consutant 408353600 80 ‘e Pholo
[ Chisine Smith Ful time empioyee 408-356-3500 7 Lerio EMEIY2E 5. Fut time employee
9 Neil AopieBen N 4346974367 ]
DateotHire o1 m Ao
i Leo Dable Full tme mpioyee 4345074567 "
| S Gorporate - Calfornia . DIMSION | pyvigion - Modhem Caliornia v
L — . Group .
Location -
Lagin info:
Emai (or Lo Login Aias
Password N @ 1s achve user
NT Login N,
IRl - B

LinkPlus

Owner/status change merged into incident notification
Owner/status change made through LinkPlus API can trigger notification rule to send out emails.

V10.0 or later New email service required.

Attachment URL available in XML
Incident and knowledge attachments URL are available to retrieve from returned XML. Refer details API
documentation.

Sample:

<Incident>
<IncidentID>1225¢/IncidentID>

z <ContactID>91</ContactID> Nery added fOf' Incident

<httachments>

<Attachment> -
SRi1eTDr816</Fi1eTD> retrieval APIs
<Type>0</Type>
a <EventID>1663</EventID>

10 <FileName>2016-11-23 15.52 Meet Now.mpd</FileName>

11 <FileUrl>http://localhost/scripts/texcel/customerwise/TxSwDownload/e2£302d81d0cfec9e2£302dce2f301ec/2016-11-23%2015.52%20Meet320Now.mpd</Filelrls>

12 r </Attachment>

1= B <Attachment>

14 <FileID>817</FileID>

15 <Type>0</Type>

16 <EventID>1664</EventID>

17 <FileNam=>8523 - SLA History with Maoltiple Response Time ver Contract.docx</FileName>

18 <FileUrl>http://localhost/scripts/texcel/customerwise/TxSwhDownload/e2f302d81d0c e £302d £301ed/B52. %20H1 Y ith#20Multi: 'I'imeiverif‘ t t.docx

</FileUrl>
19 r </Attachment>
20 F</Attachments>

21 L<¢/Incident>
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1 <string xmlns="http://wew.techexcel .com/">

gﬂmwledaesu LinkedProjectID="kw" LinkedSystemID="kw" KEProjectID="21"><Response /><Hnowledges><iBItem><KBFrojectID>21</KBProjectID><HBItemID>67</KBItemID><KWD1splayID>67
</KWDisplayID><ParentFolderID>114</ParentFolderID><FarentFolderName>Router Issues</ParentFolderName><KBIitle>Troubleshooting Home Hetwork Router Problems
</HBTitlex<¥BDescription>slt;h3cgt:Mismatched Wi-Fi Security Settings:ilt:/h3:igt; Seemingly the most common cause of wireless network setup issues, incompatibility in
settings between two $lt;a href="pttp://compnetworking, about,com/cs/wireless80211/q/bldef wifi htm"sqt;Wi-Fizlt:/asgt: devices (such as the router and a PC) will prevent
them from being able to make a network connection. Check the following settings on all Wi-Fi devices to ensure they are compatible: sltyulegt;clt;licgt: Network mode: A
router must be enabled to support all versions of Wi-Fi used by the network clients. For example, routers configured to run in samp;quot;802.11g onlyzamp;quot: mode will
not support slt;a href="http://compnetworking.about.com/od/wireless80211/g/bldef 80211n. htm"sgt;802.11ns1t;/asgt; or old slt;a href="

H "egr:802.11bsle; Jasgr; devices. To fix this kind of network failure, change the router to rum in slt:i
sgt;mixed modeslt;/isgt;.sltibr /:g:::l: br fagt; slti Jluqr..slt,h..g:, Sccun.t_'( mode: Most Wi-Fi devices support multiple network security protocols (typically different
variations of slt;a href="http at. com; the pa.htm"sgr:WPALLT; fasgt: and slt;a href="
htt; tworking. about. o3 /wivelaassscus: by 1def Jhtm"egt; {WEP:1ts Jazgt;). ALl Wi-Fi devices including routers belonging to the same local network must use
the same security mode.slt;/lisgt;sletr/ulsgersloipegtsslering height="350" width="650" id="irc mi" style="margin-top: 35px:" src="
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</ TfAutoSuggests</Hie yword > <Hileywords<Heywordsshare<,/ Heywords<Heights0¢,/ Weight <1 >0/ T£ < »<HiHe ywords<Heyword>CustomerWise
</Heyword><Welght>0</Weight><Ifhut tr0</1 </ KWKeyword></Heywords><KBSummary /><HBSymprom /><HBSolution /><KBProduct /><HBModule /><KBCreaticnDete />
<FileInfo><FileID»66</FileID><FileName>Bubbly .docx</FileName»<FileHiatory /></Filelnfo»
3
4 J<Attachmentar
s1 8 <MWAttachments
6 <FilelD>66</FilelD>
7 <Types0¢/Tipes Newly added attachments section
8 <Filelane>Bubbly .docx</Fileliames
3 <FileUrl-http://wei =4/ CWEnow] lise/DownloadFile.aspx? i /Filelrl> -
it/ Gl zefonleadis asnl iz in returned XML of GetKBlteminfo

10 K </HWhctachmentc>
115 <HWAtTachment>

12 <FileID>778</FilelD>

13 <Iype>1</Type>

14 <FileName>eg-es.js</FileName>

1s <FileUrl>http://weirong-4/CWiknowledgenise/DownloadFile. aspx?ewxqruixgryw</FileUrl>
16 - </EWhttachment>

17 </Attachmence>

18

19

20 - </KBItem></Knowledges></KnowledgeSet>

21 Leystrings

Query incident info with date range filter
Refer details APl documentation.

« ConditionNames: PlannedStartDate, PlannedFinishDate
o new PlannedStartDate, PlannadFinishDate
« ConditionChoices: 2017-03-10;2017-01-10
o new datstime value
« ConditionRelation:0
o 1:0R
o other: AND

QueryIncidentsInfo

Test

To test the operation using the HTTP POST protocol, click the 'Invoke' button.
Parameter Value

LinkedSystemID: |LPSYS

LinkedProjectiD:  [LPPRJ

status: |U |

fieldMames: | |

conditionNames: | |

conditionOps: | |

conditionChoices: | |

conditionRelation: | |

pageSize: | |

currentPage: | |

Invoke

Query incident info to support paging/sorting
Refer details APl documentation.
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Querylncidentsinfo
add pageSize [INT]
add currentPage [INT]

add "sort" parameter

value sort by incident id
asc ascending
desc descending

WslIncident

Click here for a complete list of operations.

QueryIncidentsInfo

Test

To test the operation using the HTTP POST protocol, click the "Invoke' button.
Parameter Value

LinkedSystemID:
LinkedProjectID:
status:
fieldNames:
conditionMNames:
conditionOps:
conditienChoices:

conditionRelation:

pageSize:

currentPage:

sort:

Invoke

CTI Integration
New CTI Ul

ErprERieE e A Ly Q, Search =+ Create new Employee O Refresh info B Save info o Selecta default project  #=4 Print info

Phone: 4348979900

call Event Info | All Incidents | Assets

=] Event Info: Employee called

Name: Employes calied
Description: |Record the event that an employee initiated a call

State:  Cojied and open v OWRer: ool Wagner v

Start date: © Due Date: ®

Acreas: e IRIEIE v [[Ecic==a

Parent Incident: =General Event - 0

Update | New | Search

] Employes Info: Anna Hardaway

Address: 3400 15t Street
City: San Jose State: CA
: 94506 Country: USA
Phone: 434-857-3300 Fax:
Promotion: Job Role: Director

Employee Status/Privilege: Executive managers Date of Hire: 11/10/13
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Matching multiple user in CTI when numbers are shared among users

&« c ‘@ servicewise.devsuite.net/scripts/texcel/servicewise/CTIData.dl?Login Y| £

Selectan Raymond Nathan v © Continue
employee: .
L Q)

Raymond Nathan

Anna Hardaway

— Contact Infi

FirstName:  Raymond LastName:  Nathan

Address: 3400 15t Street

Cit: San Jose State:  CA
Zip 94506 Cowntry: USA
Phone: 4348979900 Phone2:
Cell Phone: Fax: (925)871-3991
Pager: Email:  alan@abccompany.com
Title: Is Active:  Yes

Note:

Reference and changes

Report view can be closed upon click on ‘Submit’

Duplicate Memo fields 42, 43, 43 in sample solution template have been removed
Forward page submit/cancel button have been removed

Inter project copy button are moved to the top

Setup location now can be configured in a pop up

Account profile setting on team web has been merged into Tools menu
New email service will have a dedicated delivering service

Security has been improved on various areas related to cross site scripting
Oracle data connector is available for Admin by configuration

Digitally signed email attachments is supported by mail service
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