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INTRODUCTION

[ Fed2y { SiNZtdaD\Beb Badeld help desk solution providing access for both support personnel

and end users from anywhere witWeb accesd. I @ G 2 y { S haBbe&h8&/8opddio be

uncomplicated and easy to use and most of all, extremely flexible and configurable. Screens or pages can be
Y2ZRAFTASR (2 adzA i LI NIAOdz F NJ ySSRaAaTNBInlLR aMNI 2K S RO
required. The system has been setwith default fields and values, which may well suffice, however the

system provides the tools to make it easy to change the fields and appearance, as required.

HOW TO USE THIS GUIDE

This User Guide is intended for all help desk or support personnelin order for them to record, peygtess
resolve End User requests as well as problem and chagégs®ugh End Users may be given instructions
from help desk support personnel on howdperate and uséayton ServiceDesk they could be given
access to this User Guiderftheir relevant information.

System Administratorshould readChapter 2 System Overvigavunderstand the system architecture and
thenChapter 1 Introductioor instalation instructions and procedures. They should Géapter 3
Configuringthe Systema ( KS 3 dzA RaBd canBgurétikrol agitéh ServitzDeskand to
implement the system defaults and options required.

It would be advisable for ALL support staffé@ad Chapter 2 System Overviewhich details the system
concepts, terminology and process flow, to gain a good understanding of how the system works.

Once the system isimplemented, all help desk supporspenel should us€hapter 4 Usingayton
ServiceDesk 0 ! Y o &s8istand giide them in the practical uséafton ServiceDerk

Also End Users could uSkapter 5 Usingayton ServiceDesk 0 9 y Ralthodgh tNelEd User Forms will
probably diffe from the examples shown.

Throughout the document any crossferences to other chapters or sections is indicate thipgerlinkedext.

To jump to cross referenced section hover above the text and then press Ctrl + Click. Figures throughout the
documentare also cross referenced and you can jump to a figure by pressing Ctrl + Click on the figure
reference.
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INSTALLATION PR@EEDURE

1. Run theMSl installatiorfile. This will take you through the setup procedure[for & (i 2y { S.NIIA O

The installation procedure widreate theprogramfolder as_ayton ServiceDesk6.0in the selected
program location during installation

Note:You may need to stop yoUfs ServiceBrstin order to geta successful installation. Theystart all
IIS Servicewhen installation is completed to access the application.

2. The web sitd aytonServiceDesWill be created undethe default web siten 11S unless you specify a
different location during installationThe Default Web Site is recommended.

i'.‘w-','- Layton ServiceDesk

The inztaller will install Layton S erviceD esk ta the following web location.

Ta install ta thiz web location, click "Mest". Ta install to a different web location, enter it below.

Wirtual directany:

ILa_l,ltonSewiceD ezk

Phyzical Location:

IC:\F‘rogram Files [#BE6]%Layton TechnologyhLayton ServiceDesk! Browsze: |

Cancel < Back
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3. Duringthe installation you will be promptenth the Database Todb Connecto the SQL Server
You will have the option tmstall New Databaséo create the database forthe I @ 6 2y { SNIIA O
applicationIf you have an already existing databagey can seledConnect to Existin@atabase

& Layton ServiceDesk Database Tool o [=] 3]

T B
TN B
TN B
ot totutns e 7

4. Specifithe path to the SQL instance thatwill hostthe & (G 2y { S dalABasH®S S & | u
ServerNameSQInstance). Clickstall Databaself you chose to connect to an existing database,
clickConnect toDatabase.You will need to select the authentication method to connect to your SQL
server and may need to providm authenticated admin account for connection.

@' Layton ServiceDesk Database Tool

Install New Database

SQL Server Login

sever: [SERVERISQL2008 [ D

' Use Trusted Connection

LoginiD: |

Password: I

Database Name: ILaytonServiceDesk

Install Database

Layton Technology Pagellof178
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5. Once the database is successfully installed and connected to, the Database tool casetake This
willcompletethg | & (1 2y { S iNdtaNafo® préesdou can now access thayton
{ S NI A O§sendrdmuany web browser with access to the server. To test this launch a web
browser on the server and enter the following URL address
http:/localhost/LaytonServiceDesk/login.aspg K S MBalhdse A & (IR &idrgsefydbir
server. The defaultnalystt 2 3 Mygmirk & 6 & 0 K 0 KBibéLDF 34 62 NR G

Note:It is recommended that you change this password during user account configuratieedarity
reasons and do not forget your new password as itis encrypted and cannot be recovered or changed if
forgotten.

SYSTEM OVERVIEW

SYSTEM CONCEPTS AND TERMINOLOGY

It is advisable to read and understand the system concepts and terminology beémegoling wittthe
installation and configuratioim order toobtain a good understanding of the system terms and functionality.
The general system terms can all be renamed, but are referred to in all documentation in their original
terminology.

1 Requests

The core of the system is based around creating, progressing, tracking and reporting Réxruestdents
using ITIL TerminologyA Requestis an End User or Customer submitted call, request or incident which can
relate to any area that the End UsarCustomer requires support or assistance.

A Request can therefore be anincident, arequest forinformation or training, a request for new hardware,
software or other services, etc. The types of Requests are categorized or predefined by the Adroinistr

See theRequest Typesection.
Requests can be created using any or a combination of the following methods;

0 Manually created by the support Analyst

o0 Entered directly by the End User / Customer

o0 Created automatically by email

o Notified by email but created by the support Analyst

Layton Technology Pagel20of 178
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1 Problems

Problem Managementis a key component of ITIL (IT Infrastructure Library). The purpose of Problem
Managementis to identify and resolve the root causes of problems in the IT infrastructure and therefore
eliminate future incidents relating to this problem.

The Problem & Change Management functions in Layton ServiceDesk are enabled by default, however if your
ServiceDeskis not IT based or does not require this function it can be disabled by gaingricstration |
System Settings | Application Setting&Enable Problem & Change

Problems can be created using one of the following methods;

0 Manually created by the support Analyst
0 A support Analyst can generate a Problem from a Request
0 A support Analyst can convert an incoming email into a Problem

1 Changes

Change Managementis another key ITIL component. The main objective of Change Management s to
ensure standardized procedures for the handling of changes to the IT infrastructure. Thiswill help to
minimize the impact on services and prevent or reduteimpact of related incidents.

Requests for Change may result from Problems that have beenidentified in the IT infrastructure which
requires a Change to resolve the underling root cause or they may arise from initiatives seeking to improve
services ad efficiencies.

The Problem & Change Management functions in Layton ServiceDesk are enabled by default, however if your
service deskis notIT based or does not require this function it can be disabled by ghdimgtestration |
System Settings | Applation Settings | Enable Problem & Change.

Changes can be created using one of the following methods;

0 Manually created by the support Analyst

0 A support Analyst can generate a Change from a Request

0 A support Analyst can generate a Change from a Problem

0 A Suport Analyst can convert an incoming email into a Change

1 System Access and Menu Structure

Layton ServiceDesksupports two types of user access, Analyst and End User (see below for definitions). In
addition, Analysts have another level of security otsgsaccess known as th&ir{ S O dzNA (TBereP dzLJ¢

Layton Technology Pagel3of178
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twod { S OdzNA dmionBAUBidEtdatorand Standard and depending which level is used determines
the Menu structure displayed and functionality available to the AnalystStaedardevel will nd provide
access to the Administration Menu option&nalysts in the Administrator group can access the

Administration menu by clicking the administration iceti inthe main menu.

The main system processing is conducted on the Main Nttorne Tab where new Requests, Problems and
Changes are created, appropriate actions defined, solutions provided and list views and searches performed.
The type of List éws;Requests, Problems, Changes, Actions and Select End User (display and select), can be
defined globally for all Analysts usiAgministration | Global List Views | Default List Views hdividual

Analysts can also create their own custom list views udgiaig Menu| Settings | List View Settings

The system can be configured to automaticdiilyplay the required list view or screen required on entry to
GKS aeaidsSys Sodo hLISy wSljdzSaida FaaAx3aySR F2N GKS
accessed usingain Menu | Settings | HomeScreen Globallist views can also be ctgr down to all

Analysts. If needed, you can enforce the list view so individual analysts cannot change the view you create.
For more information se&GLOBAL LIST VIEWS / ANALYST LIST VIEWS

1 EndUsers

The End User is the person or user of equipment or services who will log or submit a Request to th
ServiceDesk. End Users @@ngiven access to log and progress their Requests or alternatively Requests can
be loggedn their behalf. End Users can also log Requests viaemail.

If End Users are given access then the following will apply:

The End User is given access toSseviceDedo log and progress their own Requests through screens or
pages designed by tHgervice Deslddministrators.End Userdiavesimple Menwptions which provide them
with the ability to log and progress theinm Requests.

End Users can albe given access to théSelf Servicéfeature wheretheycan search th&olutions Basin
orderto solve their own problems withoutecessarily having to I@Request Providing your End Users
withaccesstothé { St F fedbuNadeh I fo reduce the number of Requests logged in the system
which will reduce the workload of the SeceDesk staff.

Once arEnd Uselogs a Requestdan be recorded onthe systemaisé | v I & a A Iy SiR.nwS |j dzS a
Analyst has been assigned to the Request,@an be automatically assigned to an Analy#oalysiGroup
depending orskills and/oworkload. If auto assignment is switched off usisdministration | General

Settings |Auto Assignment Optionghen theUnassigne@equest will appear in théainMenu | Home|

View Reques} Unassigned Requestrop down filter. The number of Unassigned Rexgis in the system

will also be displayed in the Requests Statistics section ddéséboard.
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Any Analyst can then view th¢nassigned Reques#nd take assignment of any Request by selecting the
Ga¢l 1S ! aEhcanuNudryhé Assignee column. Othése, with the auto assignment option on, the
Request will appearin the relevant Analyst list view or Analyst Group&Que

End User Requests logged by email will follow the same procedure as above in that they can be created as
unassigned or automaticglassigned depending on work load and skills using key words in the email.
Alternatively, Email Requests can be viewed firsti{fe Email Pendingueue and created ranually by the

support Analyst. The Email Pending queueis accessed by clicking omathécer.  in the main menu.

For an Analystto be able to view the Email Pending queue they first need to be given access via
Administration | Company Structure | Manage Analyst | Analyst Settings | Site Access | Analyst Incoming
Mail Access.

Also, AnaJsts can be notified by email whaeew EndJser Requests have been logged. Forinformation on
configuring the emails please see tEmail Server Settingection Once the Email Server Settings have been
configured the individual emails that can be sent out of the system can be enabled and modified in
Administration| Libraries| Email Bodies.

End Users can register themselves when thegess the ServiceDesk fiost time providing the option is
switched on usinddministration | GeneralSettings |Security] Global End User SecurityAllow End User
SelfRegstration. Alternatively End Users can be initiat up one at time orimported from Active
Directory a added as Requests are logged. For more information on importing End User from Active
Directory please see tHeDAP (Active Directory)MPORT END USERStion.

1 Analysts

The Analystis the ServiceDesk technician or Support Analyst or engineer who will be processing or
responding to Requests as well as logging and resolving Problems and Changes. The Analyst can either have
Standard or Administrator system access, definged &ecurity Group withikdministration | Company

Structure | Manage Analyst The Standard Group allows only access to the Main Menu whereas

Administrator Group provides access to the Administration Metiuas well.
Only Administrative users have the htyito change the system configuration and design forms.

All system configurations, settings, screen and reports design are performed through the Administration
Menu however the Main Menu does provide the ability to define Analyst settings and persinativs. A
typical ServiceDesk may consist of the firstline ServiceDesk analysts all of whom may or may not have
Administration access and the support analyst, who would probably not have Administration access.

Layton Technology Pagel50f178
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1 AnalystGroups

The system provides thddity to record and assign Requests to Analyst Graspsell as individual
Analysts.Therefore, the firstlevel derviceDesk SI'Y O2dz R 6 S RS ¥ /S¢r8deDelski | D1
DNRBdzL YR FTRRAGAZ2YIE 2NJ &S02yaRGoupsdinedd. eHaddaidi | NX
Support, Software Support or Networking Teamnalysts can belong to more than one Graumgl Skills can

be allocated to the Analyst Groups so that requests can be auto assigned based on the Request Type of the
request beirg logged.

Although called Analyst Group, a Group could be defined as an external supplier or Third Party Maintenance
Company and calls assigned to them accordingly.

Seethe Manage Analyst Group®ctionfor more infomation on defining Analyssroups.

1 RequestOwnership

Request ownership and assignment s very flexible but itis important to understand and defimerttiag
methodrequired. A Requesti%wned" by an Analyst, which can be initially defaulted to the logged on
ServiceDesknalyst and although subsequently the Request can be assigned to another Analyst and/or

Group, the ownership can stay with the origisarviceDesk Analysthis way the Analyst is control of the
Requests he has received or processed and he can be the one point of contact for the End User. The Request
owners can also be the only person with authority to close Requests, providing the option is switched on
usingAdministration | Geneal Settings | Security Global Analyst SecuritjClose By Owner Only

Alternatively, the ownership of a Request can be transferred to another Analyst, who may or may not be in
the ServiceDeskeam, and who may or may notvethe Request assignedtteem.

1 RequestAssignment

Request Assignment is where a Requeasgsgned to aAnalyst or Analyst Group to resolve orrespond. A
Request can be assigned to any individual Analyst, whether a member of a Group or not, or assigned to a
Group withor without also assigning to a specifinalyst.

If the Requestis assigned to a Group without also assigning to a specific Analyst, then the Request will appear
in the Analyst Group Queue waiting for an Analystinthe Grodp ¢l 1 S | & &yls&ettin&tiydiake
Assignmer@ icon under the Assignee colurithe Request List view.

Requests can be automatically assigned or the Analyst or Group suggested by the sysezhorbaither

Skills anébr Load Balancing. The system will auto assign to either AnalyAtsalyst Groups but not both at

the same time.In addition Requests can be automatically assigned to particular Analysts depending on
individual Request Types. These can be Site or Department managers or specified Analysts who can be
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responsible for caain issues which will override any general skills assignment.

Additional Auto Assignment options can be configured usin@iigness Ruldeature which can override
other auto assignment options. For exampleu maywant to create a Business Ruletkat ifyour CFO
logs a requestthenitis automatically assigned to the ServiceDesk manager.

Requests submitted by End Users can be automatically assigned as detailed previously in Efgkebers.
GeneralAuto Assignment Settingsection for further details on the auto assignment settings.

1 Comments

GComments aie updates onotes that can be appended tdRequest Problem or Changss it progresses
through the systemComments can be added to aguest by bolh the Analyst and the End Useknalysts
may posiComments with a Public or Private status to either all@®ublic) or disallow (Private) End Users
from seeing th&Gomment.

When an Analyst adds a public Commentto a request Layton ServiceDesk can send an email notification to
the End User which contains the details of the Comment. Conversely if the End Useradds a Comment Layton
ServiceDesk will send an email to the Anallyat ts assigned to the Request.

The Analysts also have an option to add a Comment and select additional Analysts who will be sentan email
notification with the details of the Comment.

If an End User replies to a Comment from an Analyst via email, LagteiceDesk can automatically convert

this email into a Comment on the related request. Layton ServiceDesk will then email the Analyst with the
RSGFIAfTa 2F GKS 9yR | aSNRa /2YYSyd yR aSyR Ly | O

I Tasks or Actions

Tasks oActions are activities that are either required in orderto progress or complete a Redrebtem or
Change Alternatively, Tasks can also be free standing without any association. Tasks can be assigned to an
Analyst and scheduled for completion by ateén date.

Tasks can also be automatically generated as part of a workflow process related to specific Request Types.
This feature is called thiRequest Type Task Templdeature, for more details on this feature please see the

Request Typsection.

There is also RecurringTaskfacility which will automatically create Tasks on a regular schedule. Thisisa
great feature for routine maintenance tasks. The Reng Tasks also allow for a task work flow if required.
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For more information please see tiRecurring Tasksection.

9 Priority and Service Level Agreements

Priorities can be set fdRequess and Problems and the priority level will be used determine the orderin

which they are resolved, based on theirimportance orimpact on the Comgruyrities belong to a Service

[ S@St 1 ANBSYSyd 6{[! aberehuidl, ifiPfioiitikshdzaskd tHeh d s@rilardvok & vy 2
implied Service Level willexisty @ ydzYoSNJ 2F {[! Qa Oly 6S RSTAYSR ¢
needs.

Priorities can also be assigned to specific Request Types and they canabpbibd to specific Sites. For
examplea different SLA could be used for a Request placed on a third party, i.e. PC supplier.

A Priority will have a time to resolution and up to three levels of escalatiimes when the Request or
Problem willescdate. On any escalation levah email can be sent and/or the Request can be reassigned.
C2NJ Y2NB AYTF2NXIGA2Y 2y RBidrilyySiAedtion. NA 2 NAGASE | yR

1 Requestand Problem Escalation Process

The escalation process is set against the Priority within an SLA and is define&ldimsingstration | Libraries

| Priority / SLA A resolvdime, or expected timein hours the RequesProblenmshould be completed by,

is defined together with up to three levels of escalation. The three levels define the time in hours after the
time that the Requesdr Problem was loggedhe escalation pross will be initiated when the resolve time
or any escalation level is exceeded.

At the point of escalation an automatic email can be sentto a specified addjasd/or the Requesbr
Problem can be automatically+&ssigned to another AnalysAlso, he Requesbr Problemitself as
displayed in the list views canaige color. The color settings atefined usingAdministration | General
Settings |Request Settings

The working hours of th8erviceDesg&hould be defined before setting any Prioritieslaescalation details
usingAdministration |GeneralSettings |Default Working Hoursand Closed PeriodsNoteiWhen
configuring the working hours fdrayton ServiceDeskou may want to aesider how the system will rurit
isimportantto know how the warking hours will impact the Priority/SLA (escalation process).

You can typically ask yourself the following questions to determine how the working hours will affect the
Priority/SLA Will your ServiceDesk run 24 hourday or only from standard offidé¢ 2 dzZNR 6 S®I b3 y
L¥ AGFYyRFNR 2FFAOS K2dzNA INB (2 06S dzaSR (KSy GKS
opposedtoa 24 hourproces€.2 NJ SEI YL S5 AT @&2dz NHzy &l yRIFENR 2F°F
want a specifi®riority to expire within 3 days, then you would only count the total working hours for 3 days,
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whichis 27 hours (would be 72 hours if theeyton ServiceDeskconfigured to run 24 hours a day).

Working hours can also be defined on a Company, Site or Department basisAamdi@istration |
Company Structure | Manage Company, Site or Department.

1 Change Advisory Board (CAB)

Change advisory boasdCAB) assistin the assessment, prioritizatioregpioval of Requests for Change
(RFC). TheAB groups generally made up éfnalysts that are chosen to ensure that the change requestis
assessed from both technical and business points of view.

The type of @angeand services or assets affected| dictate the requiredCABnembers CARyroups should
offer the differentperspectives necessary to ensure proper decision mak&@QAB is an integral part of a
definedChangeManagement process designed to balance the need for change with the need toixeni
inherentrisks.

TheChange Management ar@ABeaturescan also be usefdr systems that are not just IT focusasithe
Change Processin be applied to any system.

The Layton ServiceDesk Change Approval process can involve one or more CAB grelljps asdividual
Approvers. The approval process can also involve a workflow process which requires the approval of one
Analyst before approval is requested by the next Analystin the workflow. For more information on Change
Approval please see théhange Approval Processction.

I RequestTypes

Request Types oréblem types are the method of categorizing Requesidtherefore providing statistics

and analysisfassues or requirements raised@hey are also used as the basis for the Skills profile of Analysts
and Analyst Groups (for auto assignment, or suggestion of assignnmeatdition, Request Types can

define Site or Department managers or specified gstalwho can be responsible for certain issues which

will override any general skills assignment rules.

Request Types are also used to link directly to the Solutions Base, so for particular Re gerebigors a
Solution can be automatically suggested.

Request Types can also be linked to Request Classes, which are used to define multiple Request Forms, so
depending on the Request Class or Request Form only certain Request Types will be displayed. Thisis
achieved when definintpe Request Classes
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Request Types are user defined and can either appear as a tree structure with no limit to the number of

levels or as inter dependedtop down lists Also, when a Requéts logged any Request Type level can be
selected or used to categorize the Request, i.e. a Request Type could be specified as PC Hardware Fault only
or a specific problem within PC Hardware Fault, such as CD Drive Failure.

Request Types are defined ugidministration | Libraries | Request Typeand should be set up before
implementing the system although they can be added by Administrators at any time.

The administration of the Request Types tree structure features a simple drag and drop functibralidvis
for the easy maintenance and-@rangement the Request Type structure. For more information on creating
and managing Request Types please seeRbgquest Typsection.

*note ¢ Once a Request Type has been used in arequest, you cannot remove that Request Type until you
have purged all requests (opened or closed) that have used that Request Type.

1 Solutions

A Solutions Bag®r Knowledge Basées provided for the customer to create solutions for particular Requests
so when the same issue arissgaina solution can be quickly identifie@olutions can be associated with the
Request Type so when a Requestis logged the Request Type is automatically used to search the Solutions
Base and identify a predefined solution for the Requédternatively, all Solutions can be viewed or any text
string can be used as the search criteismlutions can be added as Requests are logged.

End Users can also be given access to the Solutions Base through the Self Service feature. Providing your En
Users with the ability to search for Solutions to th@ioblems is a great way of helping to reduce the number
of calls that are logged in the system.

Also, when Solutions are created there is an option which determines whether the End Users will have access
to this Solution article viathe Self ServicelffedeNBE @ ¢ KA & 2LJiA2y A& OFff SR af !
If the option is setto No then only Analysts will have access to this Solution article. This allows the Analysts

to add technical or other articles to the Solutions base that the EetdJwill not have access to.

T Company

Layton ServiceDesk has the ability to support End Users or Clients from multiple companies. This feature was
designed primarily for Managed Service Providers or other ServiceDesk situations where supportis being
provided to external or third party customers. The Company feature provides you with the ability to produce
meaningful reports on a company by company basis.

By defaultthe Company feature is disabled. To turn onthe Company featurédmiaistration| System
Settings |Application Settings | Company Level.
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If the Company feature is enabled you can use the LDAP (Active Directory) End User Import feature to create
multiple Active Directory connections and map the connection to a specific Companywiliabsign the
End Users to this Company.

 Site

[ Fed2y { SduppdartErBuliSitas] The site is aplace where yayton ServiceDegk & S NIIA O0Sa &
users.This is generally the case for multiple geographical locatibluti -site support allowgou to create

sites at which your Analysts operate and by turning on the Condin&@ite option in the&GeneralAuto

Assignment Settingany auto assignment or anisuggestion will take into account the sites that analysts are

at. In addition you can put a site againstiamd $er so that this data is automatically known when a request

is logged for afind User.

If you have enabled the Company level as mentionéderCompany section above then Sites can be
assigned to a particular Company.

I Asset

¢tKS 1'aasSia ¢lro O2yySoOGa G2 GKS ' dzZRAG2ATINR RFEGFG!
other IT assets on the network. The Assets Tab in Layton Sersgicpfo®ides a mirrorimage of the Network
+ASgs (1o Ay [lelz2zy ¢SOKy2f238Qa ! dzZRAG2 AT FNR ! LILIX J
this feature is not required, particularly for ServiceDesks that are not providing IT based support services

then this can be disabled by going&dministration| System Settings | AuditWizard | AW Link Enabled.

Assets are displayed in atree structure and can be grouped according to their location through the
AuditWizard application interface. Expanding@ndSi4 gAf t | ff2¢ &2dz 12 OASs
AyOf dzZRAY 3 GKS h{Z ySGg2N)] AYTF2NNIGAZ2YS KINRgINB :
summary page you can also view the Requests, Problems and Changes that have been loggediagainst th
Asset.

When a Request, Problem or Change is logged#sz=t Name of the equipment or source of the Request

can be specified in the Assetfield. Once an asset has been associated with an End User Layton ServiceDesk
can remember this association in theure and automatically link this asset to any Requests logged by this

End User. Alternatively the field can be left blank and the End User or Analyst can manually select which
assetisthe source of request.

Once an Asset has been linked to a Requ&rsthlem or Change the Analyst can quickly view the inventory
RSGIAfa 2F GKS aasSid oe& Ofllm@itiotichssethidd. dhsadedl I@inchh y F 2
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pop up window where the assetinventory details can be viewed.

An Asset Name reot mandatory and can be left blank or other another identity can be entered, i.e. User
Training would not require an Asset Name.

1 Whiteboar d

The Whiteboard Ticker allows you publiskessagesn thesystemthat will scroll across the top of the screen
inthe banner This message can be scheduled for a certain date and time and can also have a termination
date. The message can be displayed for all users including End Users)(@ybsét Analysts (Private).
Andystswho have been given permission to coage Whiteboard messages can do so ftbmMain Menu

| Home Menu

The Whiteboard is a very effective way to communicate important information about the current status of
services and outages and also to provide details of upcoming scheduled mainte naratb@nactivities.
Effective communication can help to reduce unnecessary Requests being logged in the system.

1 Survey

Surveys can be generated by the system for the End User to complete when their requestis closed. There isa
list of user defined que®ns and responses provided using afuletermined value rate, i.e. 100, so the user
responds with their opinion mark out of 100. The survey can be issued at any frequency, i.e. every closed
request or every 1ib or whatevelis preferred An email notifcation and &Vhiteboard notice reminder can

be sentto End Usersfany incomplete surveys.

The survey and questions can be modified flddministration | Form Design | Survegnd any number of
additional questions can be added.

Layton ServiceDesk Process Flow Diagram

http://laytonsupport.com/index.php?oldid=1345
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CONFIGURING THE SYSTEM

This Chapter describes howto configlird & G 2 y { SaxdakhOougibySuicaniollow the secti®im

order, there is no real needBecause thaystem is highly configurable you should spend some time to assess
and decide the best method of operation and system settthgswill best suit your requirementsA little

more care and thought now coulihve time and effort later onDecide on the structure or how the system

will operate. Consider the following questions and then faltbe basic steps to implement:

1. How will the support staff be organized?

2. Will Analyst Groups be implemented and to whetel?

3.2K2 gAff a2pyé 2NIYFHy3dIS yR 0SS NBalLRyaArAoftS T2

4. Who will be allowed to close Requests?

5. How will Requests or calls be recorded and processed?

6. How do you wantthe Request screens to looklfierAnalyssand End Usesf?

7. Will support beprovided to internal End Users only or will support also be provided to external
clients or customers?

8. Will you be providing support to multiple locations? Do you need to create Company, Site and
Department locations?

9. How will End User Requests be proassnanual orautomatic assignment?

10. What will be the assignment process?

11. Will Requests be suggested for assignment to a Group or Analyst based on workload or skills and
workload?

12. What will be the escalation process?

13.2 KF G FNB GKS RA FSTh&NIBbg tequirddifand® 6 ASa k {[! Q

14. What will be the working hoursal holidays of the help desk?

15. How will Requests be categorized?

16. Do want to create standard Solutions to before implementing?

17. What Tasks will be requireathd do you want to create a schedulerecurring task®

18. Will you be implementing the Problem & Change Management module?

19. Will Change Requests require an approval process?

20. Will Change Advisory Boards (CAB) be required?
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21. Reporting, do you need to create new or modify existing reports?

Once yolhave answered the above questions you are ready to configayeon ServiceDesk ®

Remember, all screens or pages are configurable so data fields and labels can be changed, deleted and new
data fields addedSystem Terms or terminology can also be changeéthe Application Termsection,
however, you may decide the default values are fine.

Notec¢ KSNB | NB a2YS aLJSOA T itdh fothis that cathwt Be r@mfovedl. RBisisRoS T A Y
LINEGSOG GKS AydSaANARGe yR 2LISNIGA2yOR¥F QI wodafes &4 G S
the field.

First,logintd I @ (1 2y { SasBedasiS &R idng'password oft Y A. Bhés is the default system
Administrator or Analyst with a Security Group of Administrator. You can now access all the functions to set
up the system with the Administration Menu item.

0 Product Registration

The first step is to input the Customer Registration details and licensedgggr the details sent to you using
Administration | System Settings License InformationYou can activa your product by entering your

Registered Company Name &lBtailsy’ G KS & LJ OS& LINPJARSRI | yoRneitKSy
you to the Layton Technology website adtbw you to generate a key for your producY.ou are now ready

to start the configurationof @ G2y { SNIBA OS5Sai «

MANAGE COMPANYITE & DPARTMENT

Most ServiceDesks generally provide support services for End Users within their own organization only.
However if your ServiceDesk will be providing support services to external or third party companies Layton
ServiceDesk has the ability to ate multiple Company identities and End Users can be assigned to their
company. The default Layton ServiceDesk installation has the Company feature turned off by default. If
your ServiceDesk will be providing support to external or third party comp&mégsyou can turn on the
Company feature by going fadministration| System Settings | Application Settings |Company Level.

 Manage Company

If yourLayton ServiceDeskimplementationwill be usedo supportexternal or third party companies you
will want to turn on the Company Level optiorAdministration| System Settings | Application Settings
|Company Level.Once thisis turned oypou candefinethe CompaniesnderAdministration | Company
Structure| ManageCompany You define &ompanyby a single identifier that must be unique.
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1 Manage Site

Ifyour[ @ 2y { Simfenén&tosdolsupport multiple sites then you will need to define them
underAdministration | Company Structur¢ Manage Site You define &te by a single identifier that must
be unique.

Sites can also be created automatically as part of the LDAP (Active Directory) End User Import Feature. Ifan
End User is imported into Layton ServiceDesk and their Site is not alreadynitedManage Site section it
will automatically create this Site.

If you have enabled the Company Level option as mentioned in the Manage Company section above then you
can add the Company ID system filed to the Site form so that you can assign a Site to a Company. The Site
form can be modified by going fadministration | Form Design | Site.For more information about adding

system and user defined fields to the forms see@@RM DESIG¥ction.

I Manage Department

Departments ae associated with the End Users and can be defined by goidytonistration | Company
Structure | Manage Department.

Departments can also be created automatically as part of the LDAP (Active Directory) End User Import
Feature. If an End User is impadteto Layton ServiceDesk and their Departmentis not listed in the Manage
Department section it will automatically create this Department.

If you have enabled the Company Level option as mentioned in the Manage Company section above then you
can add the Bpartment ID system field (sys_eclient_id) to the Department form so that you can assign a
Departmentto a Company. The Departmentform can be modified by goAdntdnistration | Form Design

| Department. For more information about adding system ane@udefined fields to the forms see the

FORM DESIG&¥ction.

ANALYSTS, ANALYSSROUP&AND CAB GROUPS

The firststep is to decide how the support staff will be orgadiand whether Analyst Groups will be
implemented.

A simple system may well have only one level of supgtaff and no Analysts Group$herefore, you may
choose to not use any Groups at all or simply classify all Analysts against one GrouppébgsdeRequests
can still be assigned to other Analysts and escalation procedures used, as required.
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Alternatively, you may choose to use Groups, such as Network Group, Hardware Support Group, Software
Support Group, Training Group, and even a third partupplier Group(s), eté&ny number of Groups can
be defined and then Analysts assigned against their relative Groups.

i Manage Analyst

Define the Support Analysts thatliviequire access to the systermhese can be front line help desk
personnel or second line support or any level of support staff, as required. Analysts are defined using
Administration | Company Structurd Manage Analystwhere their Name, Password and Security Group or
level of systen accesssdefined. The two levels of Group Security provide Administrator access (All system
functions available) and Standard access (Administration function not avail&upport Analysts or second
line support who have Requests assigned to theerarmally given Standard access.

Othersystemfieldsar@ a | y dzI f and@ & fA 8% & | daiihich defindvihatlyeéthe Analystis

available or allowed to receive assignment, either manually or automatically assigned to hirhtiers

GKSNB 'ylrteata Oy 68 aSt S80GSR a4 toaSyis AdSeo 2
Although you may be content with the default data fields and design, the screen and data content is
configurable, so you can add, delete ornba fields as required. You must always define new datafields

before adding them to the form. Selee DATA DESIG¥¢ctionfor informationon how to add data fieldgnd

the FORM DESI@&dctionfor details on how to design or change forms.

The Manage Analyst section has a range of settings and access restrictions which arelzdwed

M Analyst Request Classes

This Analyst setting determines which Request Classes the Analyst will have acBespiest Classes ame
powerful feature which provides the abilitg define multiple request formior different types of Request
suchasIT Incident, Service Request, New User RequestsSete.theRequest Classagction for more
information.

1 Analyst Skills

Analyst sKIs or job responsibiliisare directly linked to th&Request Typessed for categorizing Requests

and one of the methods that Layton ServiceDesk can use to automatically assign regoegtaredlsoused
to automatically prompt and assigvhich Analystis best suited bavethe appropriate skills for a particula
Request.These can be entered later when the Request Tygpesompleted, or at any time.

To input Skills selethie edit button under the Skills column for tanalyst.A pop up screewill display the
Request Types hierarchpd you can simply select the appropriate Skill (Request Types) for this Aralyst.
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Analyst can have any number of skills or Request Types but use the highestlevel in the tree structure possible
to covertheir &ills. For example, a network specialist would probably have all network issues assigned to
KAY a2 (KS wSljdzSad ¢el)S abSGo2N)] LaadzSaé g2dzZ R 0 ¢
2NJ ALISOATAO wSljdzSaild ¢eLISaa dz§ athieR&JucdtyadiondoNithey St 2 6
details.

1 AnalystSites

If you have defined multiple sites then you may specify at which sites analysts arkbngtlie edit button
in the Sites columfrom the Manage Analystage These are the sites at which the Analyst wankis
responsible for manage requests from End Users at these. Sitey can be added and removed &sliS are.

1 AnalystSettings

EachAnalyst has a number of individual settivgisich are categorized in a Tab vielhese are accessed
through theManage Analystcreen by clickintpe Edit button in theSettingscolumnfor the Analyst
required. A summary of the Analyst Settings is dethdsow:

1 General Settings

This section has settings which can Disable the Analyst, settheir Home Screen and page Refresh Interval
which can also be set by the Analystin the Main Menu | Settings sectfiog settings changeill not take
effectuntil they log in again.

T Access Restrictions

This area defines access restrictions pertaining to the Analyst, for viewing requests, running Reports and
viewing Statistics, allowing Request Ownership & Assignment, as well as other options.

i Site Access

This area defines Site access restrictions for the Analyst. For example, you may want to restrict Analysts to
only accessé&quests and Statistics at theite. This also controls access to White Board Messaging and
Incoming Email access.

T Comment

This arealefines Comment privileges, whether Analysts have the ability to edit, delete, make and view
public/private

1 Escalation & Overflow
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You can enteemail addresses here to sendt escalation notifications based t¢ime individual analyswhich

are separate fom the general Priority/SLA escalation configuratonails L ¥ & 2dz Sy 4 SNJ 6 KS !
SYFAf FTRRNB&aa 2NJGKIG 2F GKSANIYFYlF3ISNRas gKSy |
an email notification to this email address, khdition to the email that is sent out based on the Priority
escalation email settings.

1 Manage Analyst Groups

If Analyst Groups are not required then proceed to the next secti@therwise, define any Analyst Groups
that are required by usingdministration | Company Structurd Manage Analyst GroupsThen add the
required Analysts for each Group by selectimgedit button on theAnalyst columron the Manage Analyst
Group form.An Analyst can belong to more than one Group but one of these groups ¢ae efault
group that will be automatically filled in when the useris assigned arequest.

1 Analyst Group Skills

Analyst Group Skills are used in the same way as Analyst Skills and are only really necessary if Requests will
be assigned to Groups as ogea to individual Analysts.

Seethe Analyst Groupgind Request Assignmesgections of the System Concepts chapter for details on how
they are used.To define Group Skills selecetedit button under the Skills colunam theManage Analyst
Groupsformand proceedas above for Analyst Skills.

T Manage CAB Group

If your Layton ServiceDesk system does not require the Problem & Change Management feature you can
proceed to the nextsection. ChangdwsoryBoards (CAB) are similar to Analyst Groups whose functionis

to assistin the assessment, prioritization and approval of Requests for ChangeABl@&roups generally

made up ofAnalysts that are chosen to ensure that the change requestis assessed from both technical and
business points of view.

CAB Groups carelcreated and Analysts assigned to the grougsdministration | Company Structure |
Manage CAB GroupAnalysts can be assigned to more than one CAB Group if necessary.
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I Manage Analyst Absence Type

The Analyst Calendar and Availability SchedulesaiRusgé 2 a4 K2 g (KS ! yIfeadaQ
schedule of appointments, Tasks and Call Back Reminders. For more information see the

Grouping, Sorting & Filtering Grid Reports on the Fly

While Grid Reports can hapee-defined filtering and grouping settings this can also be done on the fly after
areport has been generated.

To group by a particular field simply drag the column header into the section above and this will group by

that column. If required you can creasub-groupings by dragging additional column headers into the
ANRdzLIAY 3 aSOGA2y® ¢2 dzyR2 | INRdzLIAYy3I Of AO|1 2y (K¢
the other column headings.

Data can be sorted by clicking on the field columndera. Clicking once will sort the data in ascending order,

a second click will sortin descending order and a third click will clear the sorting. Data can be filtered very
quickly using the filter fields under each column header. Enter the required vathe desired filter field

and click on the filtericon. This will then display the filter options available. To remove the filter click on the
FAEGSNIAO2Y YR aStSOiG GKS Gb2CAf GSNE 2LJiA2y |G
Reports generated from the Request, Probjédhange and Action (Tasks) master tables will display a link

field in the left hand column. The link field will display a Request, Problem, Change or Task icon depending on
the type of report. This icon allows you to click through and view the detaés ofdividual Request,

Problem, Change or Task.

1 Creating Charts

LF I tAS 2NJ/ 2fdzyYy OKI NI NBLER2NI GelL)lS KFra oSSy ast
will be removed as they are not applicable to these types of reports.

An additionaR LIJGA 2y F2NJ 0KS tAS FyR /2fdzYy / KFENGa Attt o
the same information thatis represented in the Pie or Column chartin a grid format along with a grand total.

Selectthe Master Table from the drop down |ighe drop down list will display all of the tables in the
database. The most common reports will involve Requests, Problems, Changes & Tasks and the relevant
master tables for these reports are listed below.

Report On Master Table to Select
Requests Request
Problems Problem
Layton Technology Page290f 178
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Changes Change
Tasks Action
{St SOG I GDNRdzZLISR . &8¢ FASER FTNRY (GKS RNRLI R2gy f )

displayed in the drop down list.

The final step is to apply any filters to the report. Plesse the Applying Filters section in the grid report
section above.

Once the report has been completed click the save button and the report will be added to the list of reports
inthe selected category. After the report has been saved the design layobegaodified by selecting the
design layout button next in the report category list. See below for details on the design layoui.

A
(a—
LAYTOMN Summary of Open Reguests by Priority

Teciraadogy
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Creating a Trend Chart

Select the Master Table from the drop down list. The drop down list will display all t#fliles in the
database. The most common reports will involve Requests, Problems, Changes & Tasks and the relevant
master tables for these reports are listed below.

Report On Master Table to Select
Requests Request
Problems Problem

Changes Change

Tasks Action

'yEA1LS GKS tAS g [/ 2fdzvy OKFNI&a GKS ¢NBYR / KIFENI KU
selection. If No Grouping is selected there will be a single trend line or bar based on the trend field.

As Trends are linear timelines the b$tavailable trend fields are the date type fields within the master table.
The most commonly used trend fields would be the Request Date (sys_requestdate), Problem Date
(sys_problemdate) etc.

The Time Period is the interval been each data series angjitiens available are Day, Week, Month,
Quarterand Year.

There are additional options to select whether the trend chart will be aLine or Bar chart and whether the
orientation is vertical or horizontal.

The final stepis to apply any filters to the repd?tease see the Applying Filters section above in the grid
report section.

Once the report has been completed click the save button and the report will be added to the list of reports
inthe selected category. After the report has been saved the déaygnit of the report can be modified by
selecting the design layout button next to the report in the report category list. See below for details on the
design layout.

Layton Technology Page310of178
Layton ServiceDes#6 User Manual2.0



@

LAYTON®
Technology

LAYTL% Monthly Trend of Requests Logged Within the last 12 Months

Report Design Layout

The report design page allows you to modify the layout of eaplort using the same user friendly drag and
drop feature which is used throughout the application. The floating toolbar is used to add labels, images and
setthe page properties. For more information on form design please see the form design section.

To ctange the position of the grid or chart, using the handle in the top left hand corner of the grid, drag the
grid to the desired position on the page. You can also click on the grid or chart link next to the handle to set
the left and top pixel positions.

Toresize areport data field or change the field properties click on the field link. You can change the heading
of the field, font type, size, field size, field color etc. You can also resize the field width by hovering between
the field headings until yosee the left and right arrows which will allow you to drag the field to the left or
rightto resize.
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e a
LAYTON All Requests by Asset

Images and labels can be added to the reports using the add label and add images button on the floating
toolbar. For more information please see theiméorm design section.

Exporting Reports

The Layton ServiceDesk reports can be exported in the following formats, PDF, XLS or CSV. Once a report ha:
beenrunthe PDF, XLS and CSV icons will be displayed in the reperissuliPlease note that when

exporting the reportin XLS format Excel will prompt you that the file is in a different format to the file
SEGSyaArzy yR (2 OGSNATFe (KS a2dNDSe /tA01 a, Sag (
Quick Tip: When you export a reptotPDF or schedule the report, the data grid and charts are automatically
scaled to fitthe PDF perfectly, you do not need to worry about how wide or long the grid size is on the screen
as Layton ServiceDesk will scale the grid to best fit the page ldymugver, you may wish to change the

page orientation if you have many columns and the grid is quite wide so maximze the amount of data you can
getacross the page.

PDF Reports

In report design mode on the floating toolbar there is a PDF icon which aylomm® see the report PDF

Settings. Each Layton ServiceDesk report can have its own PDF setting. The PDF settings include many optior
such page format (E.g. US Letter, A4, etc.), page orientation (Portrait or Landscape), margin settings along
with headerand footer options. You can even create passwords and security settings for the PDF.
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In the PDF footer or header text field you can use the system value of {{Datetime}} and this will show the date
and time that the report was generated.

PDF Security Settings

The PDF Security Settings allow you to protect sensitive reports from either being viewed, printed, copied
once the PDF is created. This is adds an extra level of security and peace of mind when emailing or
distributing reports. There are two passwargdtions:

1. Owner
2. User

The Owner password is the administrator that has set the PDF settings and will have full access control to the
PDF documentwhenitis created and the correct Owner (admin) password entered.

The User setting is the password yoowld supply to the end user where the PDF restrictions are set and
what the end user can do with the PDF, eg Print, Copy text etc.

Scheduling Reports

Reports can be generated automatically on a scheduled basis and sentviaemail in a PDF format. The
schediled reports are processed by the LaytonServiceDesk service which is running on the Layton
ServiceDesk IIS server. The process to create a schedule areport works in a same manner as scheduling a
recurring Task.

To schedule areport click on the Schedub@®&ticon in the Reports suimenu. You will then be presented
with a list of the currently scheduled reports. This will show the report name, last run time, next run time,
scheduling details and icons to set the email information and a delete button.

Clik on the add new icon to add a new schedule. You willthen receive a pop up window which will allow you
to selectthe report that you want to schedule from the drop down list of reports. Once you have selected the
reportyou can create the schedule. Onbe schedule is saved the email message page will be displayed.
Enter the email address that the reportis to be emailed to; you can enter multiple email addresses separated
by a semi colon. Once the email message is completed and saved you will be retoatedhe list of

scheduled reports.

Access Control

By default all Analysts have access to run the reports and statistics. Only Administrators will have access to
create, modify, schedule or delete reports.

To turn off Analyst Access to the Reports &tdtistics go to Administration | Company Structure | Manage
Analyst | Settings | Access Restrictions. Options in this section are; Reports Access, Statistics Access &
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Statistics Group Access. There are also additional options in Administration | Contpatyr8 | Manage
Analyst | Settings |Site Access | Statistics Access.

If an Analystis denied access to the Reports and Statistics the main Reporting menu will not be available for
this Analyst.

Security can also be applied on an individual report by relpasis. To restrict analyst access to a particular

report click on the editreporticon and then click on the security icon on the report builder page. A new page
will be displayed showing the current security settings. By default all of the reportshaaecess
NEAGNROGAZ2Y GdzNYySR 2FFd ¢2 GdzNYy 2y GKS aSOdzNRAR e 2
Analysts which are to have access to this report.

Copying a Report

The Copy report button allows you to create a copy of an existingtepd is quite helpful if you need a

new report which is very similar to an existing report. To copy an existing report click on the edit reporticon
for the report that you want to copy. Thenin the main report builder page rename the report and thect sel
the category that you would like the report to appear under and then click the copy button.

Restore Default Reports This feature allows you to restore the default reports to their original settings.
Restoring areport will overwrite any existing repeith the same name.

CALENDAdhapter.

Absence Typesan be set upsingAdministration |[Company Structure | Manage Analyst Absence Type
Any Absence Type can be defd, including work related absences sasiie Visits, Conference, Training

etc. Absence Types can also be color coded which provides for easy visual representation in the Analyst
Availability view.

END USERS

End Users can be prefined or input before the systemis implemented orinputexguiredord 2 y G KS ¥ f
as Requests are receivedlso, if End Users are given direct access to the system and the option is switched
on, thenthey can register themselves as artten they connect to the ServiceDdskthe firsttime.

All methods can based in combination with each other but whichever method(s) you decide on first you
must define the End User data structure and forms. You may find the default data and forms sati¢fattory
if not you can add or delete datafields as required by usnhginistration | Data Design | End User Data
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and then modify the End User form by usidministration | Form Design | End User~or more
information see theDATA DESIGNJFORM DESIG¥éctions.

The five methods of defining End Usars:

1. Import End Users via Active Directory (LDAP)

2. Import EndUsers (from a textfile)

3. Manage End UseyManual Entry

4. End User Self Registration

5 ' RR 9YR ! &SNR a2y (GKS ¥Fftet¢

1 Import End Users via Active Directory (LDAP)

End Users can be imported through the Active Directory LDAP protioagion ServiceDesk also pirde's the
ability to connectto multiple LDAP servers. For more information seelDiAd® (Active DirectorMPORT
ENDUSERSection.

1 Import End Users (from a text file)

End User information can be imported using a tab separated textAmeexample importfile is located in the
[ L2 d2y { SiNAlkiDdsdrestary imthémport sub folderi.e. LaytoService Deskmport. This can
be useds the basis for importing end users.

Once the importfile has been created then the data can be importedinitod G 2 y { S. NybA aeéte S & | »
your own import file that was exported from another program, ensure itisin a tab delimited fornmat.

import file will be displayed so simply select the file and user dallebe automatically importedSeethe

IMPORT END USER (,CBXTsectionfor more information.

1 Manage End Userz Manual Entry

End Users can also be created, deleted or their details amended at any time using the function

Administration | Company Structur¢ Manage End UserOn selection of this menuitem all End Users will

be displayed End User details can be amended by selecting the End User name. The End User form will be
displayed so any information can be changed, as requi@uselectinghe Add New buttori® a blank End

User form will enable you to enter details of anew End Us&member to select the Save icon to create the

new End UserUsing the Cancel icon will close thoerh without saving any detail$f[ | @ 62y { SNIIA OS
has exceeded your liceaéimit you will not be able to add new end users.

The Request Classes column on the Manage End User page allows you to provide or restrict End User access
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to different Request Classes if they have been created. For more information sBediuest Classes
section.

1 EndUser Self Registration

End Users can register themselves when they first connect to the system, provided End User access is allowed
and the systems configured to provide the End User Registration. This is done by sel&dtmgistration |

General Settings Security | Global End User Securityhdturning thesettingfordd £ £ 26 9y Ro ! & S NJ
GhyléFd GKS 2LI0A2y Aa aSi (2 ahT7Té LayrS¢rvideBegk 9 ZR2Ya S
screen will not appear.

Also,in the Global End User Security Secyon can set whether End Users are allowed to change their user
details by settingte optiona f £ 2 g 9y R (!2a $IMIyEl RWI & h FFé 3 a NBI dzA N
GhTFeé KSYy Kka® aSSyilthokipEEforEyd Userslf[ | @ 2y { SHa¥ekodeidS & | »
your license limit end users will not be able to self reggias the Registration button will be removed

9 1 AA %1 A 50A00 Oi1 OEA &l Ub

CKAA Aad oKSNB 9yR !aSNIRSGFAftAa NP AyLldzi a2y GKS
desk for the firsttime and are not known or registered on the syst#vhen anew Requestis being logged,

08 dzaAy3d GKS a{StSOG 9yR ! audENewkicom yhade agvatlableaény § K S
new End User detailscanthenbe enteréi]. I & G 2 y { SHa¥ekcOesldd $odirlioense limit you will

not be able to add new end users.

CREATE AND DEFINE LIBRARIES

The next stage is to define the library informatidmbraries s userdefined and provide praletermined
information or structures needed for creating and progressing Requestblems &hanges

Althoughiitis advisable to create the Libraries before implementing the system, they can always be added to
or changed at any time by Analysts with Administration accAsy.changes will be cascaded through the
system so all records will bereended accordingly.

All menu options are located usiAgiministration | Libraries

o RequestClasses

o RequestType
o Request Statuses
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Request Templates

Task Types
Recurring Tasks
Priority / SLA
Problem Statuses
Change Types
Change Statuses
Services

Impact

Urgency
Email Key Words

Cost (Catalogue) Items
Email Bodies

Drop Down Lists
Brands

O O OO0 0O O O 0O 0O O OoOOo0OOoO OoOo

1 RequestClasses

Request Clags are used to define multiple Request forms dgample; Incident Request or Service Request
or New User Request®ifferentforms can be designed for Request, Spawned Request and End User
Requestor each Request Class. SeeH@RM DESI@&¢ction for more details. When a newuestClass is
initially created, the newly created Request Class will inherit its associated Fomthe (DefaultRequest
(ass.By defaultayton ServiceDegk a Kvithlakée default Request Class.

Request Classes can also be linked to Request Types so only certain Request Types are displayed fora
particularRequest ClassSimply select the edit button in the Request Type column and a pop up window will
display thefull list of available Request Types. Apply acheck nextto the Request Types that are to be
displayed when logging a request for this Request Class.

2 KSy ONBIFGAy3a I wSljdzSad /flFraa GKSNB INB Gg2 2LIA:
Requéa i 2 KSy ¢tFala /2YLX SGSRé® LT GKS a! RR (G2 bSyg
FNB FRRSR (2 GKS aeaidSyYy gAff lFdziz2YFrdAOFtfe& 0SS 3AL
¢ClFala /2YLX SGSRe A& & autoRaddally Rosédirise/any Tasksgsodatadiwithahie f
Request have been completed.

1 RequestType

The Request Types are the uskafined method of categorizing or grouping Requestd ProblemsTheyare
used as thdasis for assigning individuahalysts and Grougcording to Skillsndtheyalso link to the
Solutions Base.

Layton Technology Page380f 178
Layton ServiceDes#6 User Manual2.0



/,_/
L/
LAYTON®
Technology

Request Types can either appear as a tree structure with no limit to the number of levels or as inter
dependentdrop down lists Any level in the structure can be used wHegging a Request Problem For
example a Request Type could be specified as PC Hardware Fault only or a specific problem within PC
Hardware Fault structure, such as CD Drive Failure.

Manage Request Type

[=]
e y
[ |
- Request Type Name: |co DvD Drive
+ Business Software Is Incident
-+ Faults - .
. Default Priority: Medium
-~ Hardwares . =
E Auto Populate Assigned Analyst: Use Specified Analyst
. Specify Analyst: Alan Bird G
Hard Disk Errors
-
Memory Overload @ ‘EJ

Performance
+ Network
+ Peripherals

+ - Printer

i Software

B Hardware

+ HR Request

+ Incidents

+ Information

+ PABX

+ Reguest Change
+ Router Problems

- Training

Figure 1 - Manage Request Types

Request Types can also be linked to Request Classes where only certain Request Types will be displayed or
made available to a Request Class or form selected.

So, careful thought must used to define the Request Type structure that will support your parbasiness
and operations.

To setup Request Types goXdministration | Libraries | Request Typedhen simply seléthe Request

Type omame at the tree level above the level you require to insert a Requestarnyelick the Add New
button. A new sib level can then be defined.o create a new top level Request Type click on the Request
Type name at the top of the tree structure and click the Add New button. To editan existing Request Type
simply click on the Request Type and the options will bpldyed.
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To relocate a Request Type within the tree structure, simply drag the request type to the desired parent
f20F0A2Yy® . 2dz oAttt GKSY 0SS IAOSHI &2 BRE A2 ERS )
requesttype or mergingit.

When defning aRequestType you can specify a defatority to place against itFor examge, you might

wantto defineaRquestt & LIS a4 dzOK Fa a{ SNIISNJ 52 ¢ gouebtTypel dojodcaiy A I K
specify a Priority to put against it. Tm®ans that when selected on a Request the Request TyipatPwill

be applied to that Bquest where the specifRequest ¥pe is chosenNote; this will overrick the default

system priority.

You can also define a Site or Department Manager or spéaifilyst responsible for a particular Request
Type.The Requestwill be automatically assigned on this basis and will override any other asdigries
(except for anyusiness Rul@sFor example, a certain type of SeniRexjuest may have to be authned by
a manager beforbeingassigned based on skills.

A Requestcan be definedlas/ & Ly OA RSy (i ¢ equéstwidl Ke att@riatitally nie &sBredwagainst

the ServiceDesavailable time TheRequest Statisticby IncidentReportg A £ & K 2 @1 AGYKSE & Ra2 &y
percentage of the available time. This is useful for measuring availability of business critical Hardware or
Software Systems.

To display Request Types as inter dependeop down listsnstead of the tree view when processing
Requeststhe Request Type field is simply added to the Request Form (using Form &esagieing the
sys_requesttype_id), as many times asrthare levels in the structurélhen by selecting a category from
the top level drop down lisinly the sub categories tat category will appear in the nedtop down list

If youare using Analyst Skills@roup Skills to prompt for assignment, once youdiaompleted the Request
Typesyou can now add Skills to the appropriate Analysts or Gro8psthe previous setitonsManage
AnalystandManage Analyst Groups

Also, remember the Request types are used as the maawitomatic link to identify a@ution within the
Solutions BaseSeethe SOLUTIONS BAseletion for details.

1 Request Type Task Templates

The Request Type Task Template feature provides the ability to create a numbeidsfpred Tasks that

will beautomaticallycreated when an Aalyst logs a&juest and selects this particul@questType. The
Tasks can be dependent on otheaxsksf required All Tasks will be created simultaneously and arranged in
order of dependencylf atask is dependent on another Task then it will riattsuntil the dependent Task is
completed. Itis &o possible to have a&Buest with multiple simultaneous Tasks.

To create a Request Type Task Tempatectthe desiredRequest Typa the Request Type tree structure

and then click on th&lanageTask Templat'e:or% . Iftwo or more Tasks are added to the Task Template
and dependencies are required, then the Dependesatymn should beelected for the appropriate Task
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Tasks that are dependent will have the Task Date or Date Placed set to Blankn the list view of Tasks
theCompletlk 51 0S gAf f & Kndtherd laad Tl dSsicanalgolbe @itomatically closed
upon completion of the final task antiis is defined when creating / editing Request Classes wAithmin |
Libraries |Request Classes

f Request Statuses

The Request Status identifiestBtage or status of a Requedthe normal stages are open or closexvever
@¢2dz Oy IRR Fye 20KSNhR &4dzOK | 43X GadzaLISYRSRE 2NJ G2

To add, delete or change a Request StatsAdministration | Libraries | Request Statuses

To add or delete select the appropriate action and to modify simply select the Request Status and rename as
required., 2dz YIF& | fa2 aSiéd (GKS a{dzaLISYyRé¢ Tl mezetiffe I &0l (
escalation process.

Note:You cannot delete the Closed Status.
¢KS RSTFlLdzA & {GFdGdza F2NJ I £t wSl dz&dministratiory Geén&al (2 ahl
Settings |Request Settingand set the Default Status.

LA g g A . oA . =
Once a RequestisrelddR SR e 2dz Oy OKIlI y3IS U0UKS wSl dzSals énianyl dza ¢
2T GKS wSljdzSaid [Aald +AS6ax 2NIFNRBY (GKS a/ KFy3asS {1

,2dz OFy |ta2 SRAG ALISOATAO LINR LIS NI ApbBries udh adifth8 & G |
End user can use the status, forcing the status color, and choosing the colorto force. The Force status color
optionis useful forwhen arequestis put on hold and changing the default color to something other than

white, to easiy identify from the home screen listexvs which requests are on hold.

1 Request Templates

Request Templates allow you to pralefine Rquest information that can be dropped into tiRequest form
by using the apply templates icon when entering a Regaesgia the QuickAction menurhe Request
Template uses the same form definition as the Analyst Redfeestand any information specified in the
Template will drop in over the same fields when appliéay blank fields in th@&emplate will leave any
information in the request ustouched.

To create a newRequestTemplatego toAdministration | Libraries | Request Templatesnd click the Add

New Icon. If you are using Request Classes you will be presented with a pop up which allows you to choose
the requred Request Class. You are then presented with the Analyst Request Form. Sioytlsf of the
information in theTemplate and click the Save icon.
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A new template is saved with a Default Template name su@eagplate X. You can rename thenplate by
clicking the Editcon in the managBequestlemplates screen. Theemplaes are very useful forcommon
Requests that are logged several times daily. This will expedite the call logging proce skewhsates are
used to predefine theRequestType, problem @scription, and solution fields.

1 TaskTypes

Tasks or Actions are activities that are required in order to progress or complete a ReRyadxsem or
Change Alternatively, they can be free standing without any association and couldieglanned
maintenance activitie€SeeRecurring Taskselow) Actions ca be scheduled for completion @certain
date and assigned to any Analyst with the current assigned Analyst as the default.

Tasksre added by selecting the TasbnlJ on the Analyst RequedProblem and Chandermsorviathe
Quick Action menu or the Log New menu on the Analyst Home tab.

Task Types are user defined arse a tree structursimilar to the Request Type tree structure

To setup Task Types uséministration | Libraries | Task TypesSlect theTaskType or name at the tree
level above the levslou require to insert a Taskypeand click theAddNewbutton. A new sublevel can
then be defired. To create a new top level Taske click on th&@askType name at the top of the tree
structure and click the &d button. To rename a Ta3lpe simply click on theask Type anithe option will
be displayed.

To relocate &asKType within the tree structuresimply drag the Task Typethe desired parentdcation.

You will then be given the option of makingthaskt & LIS 4 | d S@&® NE ¢ Bk Typ&S LI NBy
merging it.

1 Recurring Tasks

Recurring Tasks are Tasks that are created automatically according talafoned schedule and are typically
used for routine maintenance activities. A Recurring Task can be an individual task ora number of Tasks with
a dependency workflow.

To create a Recurring Task godministration | Libraries |Recurring TasksClick on the Add New button

and in the popup window specify the name and schedule. When this window is saved the Task Form will be
presented. Complete the Task template and then when you click save it will add the Task to the schedule.
Please note that the following system fields on the Taskfwill not be available for selection as they we be
automatically generated when the Task is created; Date Placed, Status, Scheduled Date, Completed Date.
Also the Request ID, Problem ID & Change ID fields are not editable as the Recurring Taskenihked to

a Request, Problem or Change.
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Once you have added a Task if you would like to add further Tasks to this Recurring Task schedule simply clicl
on the Add button and create another Task. If a dependency workflow is required click on the Dependen
column and specify the require dependence.

To view, edit or add another Task for an existing Recurring Task schedule, click on the Tasks icon for the
relevant Recurring Task.

The Recurring Tasks are managed fromAtministration |Libraries | Recurmg Taslsection, however if

required the Recurring Tasks can also be displayed on a separate tab nextto an Analysts View My Tasks listir
the Main Menu | Home | View My Tasks This option is an Analyst Security Setting which can be found at
Administration | Company Structure | Manage Analy$tSettings |Recurring Task Access.

9 Priority/ SLA

Priorities dictate the importance of Requests and escaldiimes andoutes. They are user configurable and
FNE RSFTAYSR 6AUGKAY | { [yhdbelredured irfoitér & deBaily Rrigrity, @&SLA 4 2
name or title is defined.

Generally the Priority of a Request (or Incident) is determined by the Impact and Urgency of the issue. For
example anissue thatis affecting a single user and has aihggincy would be given alower Priority than an
issue thatis affecting the whole company and has a high urgency.

A Priority / SLA can be implemented using predefined resolution and escalation details. Alternatively, the
resolution time and any escalatia@etails can be set manually or the predefined values amended when
logging a Request.

Evenif no escalation or resolution times are needed, the Priorityis still defined within a SLA title (but could
be blank) but with no escalation parametersselA 2 NA G A Sa | y R {AdhitsiationNBE RS T A
Libraries |Priority / SLA

Priorities and escalation details are defined against each SLA as follows:

First setthe Priority identitylf you are not using SLA or escalation times or you only have one SLA, then this
O2dzf R aAYLX & &% GBINYT GANISK .83y FRMNOdzt GALIX S {[! Qa
af{ [¢'n D

SLA Information:

If SLA information (resolutivand escalation details) is not required to be ys&t for the Priority then leave
all fields blank. Then decide whether any escalation or expiry details will be entered manually at Request
logging.
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Ifal £ £ 26 9aO0Ff | GA2¥a9RE kedrm bxpiyar8dpalaton imeswill be setand the

Priority will only be used foridentification and reportinig¥ &S (2 a,6 Saé¢s> GKSy NBA:
can be entered when saving the RequeBb.save the Priority / SLA details, seleé€ S a{ | dS¢ A O2y 3
continue to create additional Priorities as defined below. Setting the option to Yes allows all analysts to alter
the escalation times when the request s to expire.

SLA Information Required:

If SLA information (resolution and esatbn details) is required to be preet, then you can enter any field as
they are all optional. The resolution time is the number of hours from when the Request was opémed.
can then enter from none to three levels of escalation times in hoAgain this is the number of hours from
when the Requestis opene®lease note that the escalation and resolution times takeRbéault Working
Hoursinto account.

You an selectto email any Analyad re-assign the request to a different Analyst for each level of
escalation.

Adding Additional Priorities:

To continue adding more Priorities to an Slefectt | R R dn @Manage Priority / SLA form and then
SYiSNIGKS aryYysS {[! YIYS Ia LINBOJA2dza® hiKSNBAaASE
anew SLA Name.

SeeFigure2 below for an example Priority /SLA and the tabl€iguredfor SLA / Priority requirements and
appropriate actions.
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Priority / SLA
Priority / SLA: New Priority / SLA E=scalate Email Level 1:
SLA: Escalate Email Level 2:

Ereei ey 5 E=calate Email Level 3:

Eccalate Level 2: Miszed Resolve Email:

e
&

Eccalate Level 3: E=zcalate 1 Assign To:

=

Escalate 2 Assign To:
Resolve Hours: o

=

Escalate 3 Assign To:

&

Missed Resolve Assign To:

Respond Hours:
Miszed Respond Email:

Miszed Response Escalate to: 'Q

Allow Escalation Edit: Mo

Figure 2 - Priority / SLA

Manual Setting

In addition to presetting escalation and resolution times against a Priority / SLA, there is also the option to
override these times or just set any escabaitor resolution time manually.hisis achieved by first setting

the 'Allow Escalation Edits (At Requedigeld to 'Yes' in thédministration | Library | Priority / SLAform.

Then any Bquests using that priority will prompt the Analyst or user to enter, edit or confirm the resolution
andescalation times when the Requestis saved.

The confirmation screen is displayed belowrigure3. Simply input oamend any escalation times or the

expiry time ad select Save. To use or revert to any predefined values forthe PrigrityS OG0 G KS a! a$
button.¢ KA & o0dzid2y GKSYy OKIy3Sa ihenreddrtthSsetiinjszottddse ¢ KA OK
manually selected for the Request.
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Information X

Request Escalations

Escalation 1 >
E=calation 2 -
E=zcalation 3 -
Expires -
L% v

Figure 3 - Set Manual Escalations

Summary of Priority / SLA Requirements:

Priority Requirement Actions

No SLA needed, no expiry time or | Define SLA with Name and Priorities only
escalation detailsrequired butnee| a ! f t 26 9A&AOFf | GAZ2Y
to set Priorities

<

No SLA needed but need to set I'a
expiry time and/or escalation detail & | S &

020S o0dzi aSu a
, ¢
manually at Request logging

SLA / Priority details required as p1l Define SLA name with Priorities and ente
set, but also allow manual éthg at | resolution and any escalation times. Alsg
Requestlogging enter any Email notification and auto
FdaA3dyyYSyid 2F wSl dz
9aO0ltlGA2Y 9RAGA&E

SLA / Priority detailsrequiredaspi! a | 02 @S> 0dzu asu
set, but do not allow manual editing G 2 da b 2 £
at Requestlogging

Figure 4 - Priority / SLA Requirements

Summary of Escalation Process:
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The escalation process will be initiated when theolve time or any escalation level is exceeded. The
following processes can be invoked using the Priority / SLA form:

0 An automatic email can be sentto a specified address
0 The Requestcan be automatically assigned to another Analyst

0 The Requestitselfs displayed in the list views, will change color

The color setting is defined usiAgiministration | General Settings | Request SettingBy default the
Priority escalation color will only be applied to the Priority field in the list views, howewafénped this can
be changed so that it colors the whole row. This color setting is fouAdnministration | General Settings |
Request Settings | Color Whole Row

Note:L F | wSljdzSad KIa | 64{dzaLISyRé &l angedtoadtatustat OF £ |
R284 y20 KIQOS | 6adaLISYR adl ddza 2y Adé

1 Problem Statuses

Problem Statuses are used to identify the stage or status of a problem. Typical Problem Statuses would
include Open, Pending Change, Known Error, Closed or Resolved. P3tdtieses are user defined and can
be created iPAdministration | Libraries | Problem Statuses.

To add or delete select the appropriate action and to modify simply sele@tblelemStatus and rename as
required., 2dz YI & | f a2 asS iasiafSthabia]lazsyloiSohiiée that Gtats freeze the
escalation process.

Note:You cannot delete the ClosedOpenStatus.

Thedefault Status forall Problemdssd 4 S (2 ah LISy ¢ Adiminist@Gtiory] Gen&al OK | y 3 S|
Settings |ProblenSettingsand set the Default Status.

Once aProblemis recorded you can change tReoblem{ (| (1dza 06& dza Ay 3 fﬁ)n any Kl y Z
of the Problentist ViewsorfromKk S &/ Kl y3S {0 G dzfadm.A O2y 2y (GKS t NBC

You can also edit specific propertifthe status (6 K S NJ G K| y (0 K S roge@iés8eh &Roécingl G | G d
the status coloand choosing the color to force. The Force status color option is useful for vireblemis

put on hold and changing the default color to something other tvéuite, to easily identify from the home

screen list \v@ws which Problems are on hold.
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1 Change Types

Change Types are user defined and are used to categorize Changes. Typical Change Typesinclude, Standar
Normal and Emergency, however any number ci@fe Types can be created.

To setup the Change Types gministration | Libraries | Change Types.

1 Change Statuses

The Change Status will identify the stage or status of a Change. Typical Change Statuses may include;
Reviewing, Testing, In Progre€sncelled, Failed and Completed.

To add or delete select the appropriate action and to modify simply sele@hiamgeStatus and rename as
required.

¢KS ahy {GFGdzaé &aStSOGA2y 2LJiAz2ya 27F [ 2ydtdbg dzS 2 NJ
open or closed. The Change Statuses can be color coded for easy visual identification within the Change List
View.

Thedefault Status forall Changaésa a Sié G2 ah LISy ¢ aAdminst@tioy] Gen&al OK | y 3SR
Settings |Changé&ettingsandset the Default Status.

. 1 1 w - W ~ .{ﬁ;-;_'t\tv'\ r ‘
Once aChangas recorded you can changetdhangd U I G dza o€ dzaAy 3 Zonany KI y 3!
of the ChangéistViewsorfromk S &/ K+ y3S { G Gdzoin. A 02y 2y GKS [/ KIYy

1 Services
Services are a list of Business or IT Services that the ServiceDesk will be required to support. Services can be
added inPAdministration | Libraries | Services.

1 Impact
The Impact is a measure of the effect of an Incident (Request), Problem or Chambesiness service or

process. Impactis typically used on conjunction with Urgency to determine the Priority. Impacts are user
defined and can be created A&dministration | Libraries | Impact
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1 Urgency

The Urgency is a measure of business criticafign Incident (Request), Problem or Change. The Urgency
reflects the time available for resolution or avoidance before the impact s felt by the business. Urgency in
conjunction with Impactis used to determine a Priority. Urgencies are user defigezhare created in
Administration | Libraries | Urgency.

1 Email Key Words

Email Keywords allow you to set up Keywords that are used to assign Request Types to incoming emails that
are processed as requests (geenverting an Incoming Email into a Reqie&mail Keywords help to
simplify the processing of incoming emails for commonly requested issues.

C2NJ SEIFYLX S 282dz Oly aSi dzwslIK&S3 SewRINR abSds2My £L
AyO2YAyYy3a SYFAT INNAGSE ogA0GK GKS (1Se@g2NR abSidig2N]
wSljdzSad ¢eL)S abSieg2N)] LaadzsSé yR ONBFGS GKS wSlj dzf
can then beautomatically assigned to an Analyst or Analyst Group with the appropriate Skills and given a
Priority if one is predefined for the Network Issue Request Type.

1 Cost(Catalogue) Items

Cost Items are a list of items or services that may be requestedfiled in the process of completing a
Request, Problem or Chang€atalogue Items a categorized in atree structure like the Request and Task
Types.Catalogue Items can be assigned a cost value and cost items can be applied to Requests, Problems
and Clanges through the Cost Sheet along with Labor Charge Regeest Cosjs

Cost Items can be addedAdministration | Libraries | Cost ltems.Selecthe Item at the tree level above

the level you require to insert a Item and click the Add button. A new sub level canthen be defined. To
create a new top level request type click on the Cost Item name at the top of the tree structure and click the
Add button. To renme an Item simply click on the Item and the option will be displayed. To relocate an
Item within the tree structure, simply drag the Item to the desired parent location.

1 Email Bodies

Email Bodies allow you to modify the text thatis in an automated énwdification. In order for the
automatic email notifications to be sent the Email Server Settings will need to be configured in
Administration | System Settings | Mail Server SettingseeEmail Server Settindsr details).

The various automatic email notifications can be enabled and the Email Bodies modified by going to

Layton Technology Page490f 178
Layton ServiceDes#6 User Manual2.0



@

LAYTON®
Technology

' RYAYAAGNIGA2Y p [AONINARSE p 9YIAE SE2 ®KSDPo 2 E¢ 3/ S
RSAANBR SYIFAf y20AFAOFIGAZ2Y o0b203S8 GKIFG Lttt 2F GKS
aSO0GA2Yy G6KAOK gAff L& G2 Fff 9&a0FflFGAZY SYIACT:

To insert systeror user fields into the email bodies select the desired field in the field selection list which is
displayed on the right of the email body and click the Add button. When the email is generated it will insert

the data from this fieldintothe emailbod 2 NJ SEI YLX S Ay (GKS 9YlI AkNotify2 Re 1
lylrfteade @2dz YIe glyld G2 AyOf dzRS GKS wSljdzSad ¢e L
(sys_problemdesc) field. SEgyuresbelow fora sample email body.

Manage Email Body for 'Reguest is assigned (MNotify Analyst)' x

Subject: Helpdesk - {frequest]} Assigned - {{sys_request_id}}

Body: | 0 e as ow

= E E | iE iE | i= = Table reguest -
= = == I = o
| Fields sys_request_id -

A~ G- é—?ll Paragraph St... ~| Font Name  ~|Real ..~ | Zoom -

L

Hi {{sys_user_forename}}, d

The {{request} } ID {{sys_request id}} has been assigned to you.
Please view the helpdesk system for full details.
Yours sincerely,

Helpdesk Manager

/' Design | ¢y HTML  © Preview

il

Figure 5 - Email Bodies

1 DropDown Lists

Drop Down Lists are preefined lists that can be applied to forms through the Form Design Section (see

FORM DESIGNDrop Down Lists are managed unddministration | Libraries | Drop Down ListsAfter
creating a Drown Listarghteringthenameseléc ¢ L1 SY&aé¢ GKSy O2y dAydsS G2 ||
aSt SOGAYy3 a4!'RR bS¢g [Aal LGSY:® LYy 2NRSNJ F2NJ GKS
a user defined data field should also be added to the Request table structure in thB&stm section (see
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DATA DESIGldnd then the Drop Down List will be linked to that data field in the Form Design using the Add

Drop Down List icol;*lur-':'i| on the floating Toolbar.

9 Brands

The purpose of Brands is for situations where Layton ServiceDesk will be used in an environment supporting
multiple external customers. Forexample, asyoulearnto customize (i 2 y { S WDWilG&ydia | «
can abo customize the Banners, and Admin Banners with a differentlogo or text. Typically the new logo will
be that of the customerwho is logging in to the system.

When adding 8randname, which is the identifier,@escriptioris required. Itis recommenddd keep the

name short and simple but clear enough to know what itis for. For example, creating a brand called
GaAONRa2Flé 2N da{é¢> FYR RSAONALIIAZ2Y 2F daAi ONRA&21
design to make further changes to tBeand. Now going t&dministration | Form Design | Banneg you

will see there are choices for the different Brands. The defaultis the one provided by the system, where the
new one will allow you to customize the bannerimage, ortextto showthatofWNB 4 2 F 1 Qa Ay (K

Once a Brand has been defined you can provide the users with this Brand a specific URL address to log into
[Fed2y {SNIBAOS5Sal FyR (KAa gAff GKSY RAALX & (K
Brand ugd abovehe login URL would be:

http://servername/LaytonServiceDesk/Login.aspx?brand=MS

DATA DESIGN

The Data design function provides users with the ability to add user defined field fields to data tables in the
[Fed2y {SNWAOS5Saiun RIGlIoOolasSo

1 Table Definitions

§

Y
|.

a

[F3i2y {SNDAOS58a1u 2 |
- i

z

%)
RSFAYSR FAStRaE FTNRY (KS R

>
<

AdaGNY GADS dza SNAE
GFof Saz I f(iKz2dail

(@]}
Qx

The default data structures may be agleate, and therefore there will be no requirementto add any user
defined fields. Examination of each table und@ministration | Data Desigmwill allow decisions to be
made on any changes.

You must create any new data fieloisfore completing any Foresigns otherwise the data fields will not
be available. The following data tables can be viewed and edited (Note that the Problem, Change & Company
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data tables will only be available if these features have been turned on in Administration | System$letting
Application Settings):

Request

Action (Tasks)
Problem

Change

Analyst (User)
Eusers (End User)
Eclient (Department)
Site

Company
Solutions

Priority

Survey

All data tables are displayed in the same format, showing the Field Name, Type and Size. The optionto

5SSt BNSERA gAft y20§ 0S F@FAtFrotS FIFAyad agaidsSy 7

To add a data field selettte Add New iconYou are then presented witHarm to enter the Field Name,
¢edLIS 0¢SEGT LYGSASNE / dNNByoOes 51G82 SG00 FyR { Al

The Field Names do not have to the same as the Form name or label as these are deifiged\ny field you
do add indata designmusthdNB FA ESR G dza NJpé @

Once a user defined datafiled has been added to the data table the field can be added to the forms by

58t SOUAYI (KS G FoRthd flagBrigTroolbasin tREORM DESIgection.

FORM DESIGN

All key forms or screens displayed by the system are user configurable. This means thatfield names or labels
Oy 06S OKIy3aSR:I FTAStRa Y20SR | NRams&icldsieingvad otaosd 3 |
as required.

New data fields you wish to add to a form should have been created previoushR&IDESIGRe

followingis the list of all forms that can be amended uddginistration | Form Desigmnd what they are
used for:
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FORM

DESCRIPTION

Copy Request Forms

Allows you to copy a form from another Request Class to expedite the form
designing process.

Banner

Defines the Banner as shown at the top of the screen

Admin Banner

Defined the Banner as shown at the top of the Administration screen

Survey

Defines the Survey form

Task

Defines the Task form for actions either associated with Requests, Problems,
Changes, Recurring Tasks or freestanding.

End User Request

Used by the End User to log Requests.
N.B. If you have multiple request classes defined. A separate form is designal
for each Request Class that is defined.

Analyst Request

Request form usebly the Analystto log and progress Requests.
N.B. If you have multiple request classes defined. A separate form is designal

for each Request Class that is defined.

Spawned Request

Spawned Request form used by the Analystto log and progress Spawned
Requests.

N.B. If you have multiple request classes defined. A separate form is designal
for each Request Class that is defined.

Problem Defines the Problem form used by Analystslfigging and processing Problems
N.B. The Problem form will only be available if the Problem & Change functior
enabled in Administration | System Settings | Application Settings.

Change Defines the Change form used by Analysts for logging and proge€siamge
Requests.

N.B. The Change form will only be available if the Problem & Change function
enabled in Administration | System Settings | Application Settings

Analyst Defines the Analysts Attributes for creating/ amending Analysts.

End User Defires the End User attributes for creating/amending End Users.

Company Defines the Company form.

N.B. The Company form will only be available if the Company Level option is
enabled in Administration | System Settings | Application Settings.

Site Defines theSite form

Department Defines the Department form

Solutions Defines the Solution form used when creating and displaying Solutions

Login lff2a e2dz G2 OKFy3IS GKS F2NNIG 2F

Login End User

Allowsyoutochangeth€ 2 NI G 2F GKS [F&ld2y { SNJ
screen

Layton Technology
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Login Analyst lff2¢ga &2dz G2 OKIFy3IS GKS F2NN¥IG 27
Priority / SLA Used for defining the Priority / SLA details:times and escalation process
Register EndUser Details of what the End User should enter to Register themselves
Search Request Search parameters for finding and displaying Requests
Search Task Search parameters for finding and displaying Tasks
Search Problem Search parameters for finding andsghlaying Problems
Search Change Search parameters for finding and displaying Changes
Search Survey Search parameters for finding and displaying Surveys
Search End Users Used to search for End Users when logging a new Request or editing
Search End Uséteq Search parameters for finding and displaying End User Requests to the End |

Figure 6 - List of Designable Forms

Each form is edited in the same way. Draggingthe small square handle at the top left of each object moves
the location of field labels, field positions, buttons and icons. Any object; label, field, drop down list orimage,
can be displayed and amended &electing the object and amending the properties of that object. The
example irFigure7shows the Analyst Request form as displayed in the form design mode.

General Settings ~ Company Structure  Global List Views [NGUUNsECELN Dsta Design  Libraries  Manage Reports  Utilities  System Settings |G5i| @O
Request + Task Ferms | Problem + Change Forms =~ Search Forms ~ Organisation + User Forms  Login Forms  Quick Info Forms  General Forms | Settings
g
Analyst Request Form o ] D@
ORequest Type: Y eys_requesttype_id
ORequest Id:
o . o O Op=sy O Oy Oy OO

R — problem Summarv: 7 ;e % ﬁ E |j E\ @ ﬁ
o Dsolution: Y eys_solution_id
Opuration: | loolbar |
Obue By: et N AL
Otlosed Date: Problem Desc | Solution Desc | B Comments | [ETasks | @PAttachments | @Reminder | B Costs | SLinks | SHistory P =

Problem Desc Setting e G
DOEnd User i -

V]
Opsa Y g
Opsset Location: glg-l L‘%%“
Osite: e &=
2 (&= )

Downed By: T eys_ownedby
Ossigned To: S oys_assignedto
Dlssign to Group: T ¢
Cservice Affected 1 o< itcervice
OBfioRy IS O oo requestpriority
Burgency: T eys_urgency
Dimpact: S eys_impact
DlLinked To: S oys_requestparent._ic
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A Toolbaris provided to define new objects for the form by adding labels, new user defined fields, drop down
lists, system fields, read only fields, hyperlinks and images. Additionalafroabns provide Page Properties,
Preview Mode, Snap to Grid and Exit. The Toolbar is originally positioned on the right side of all forms but can
be moved to anywhere on the form by dragging the top of the Toolbar. Position the mouse over each Toolbar
icon to see the various options. SEmgure8for details.

Note: The form is automatically saved immediately each time you make a change, so there is no Save
button for changes to any form.

Please also note that any changes to the forms take immediate effect and are visible to users of the system
as and when the changes are made.

1 Usingthe Form Design Toolbar

Toolbar Overview

Select the form you wish to modify from the Form Design menu. The floating Toolb&r(eedreference
ource not found) provides you with access to the differdntm elements and properties.

User Field, System Field and Drop Down Lists are all data bound elements that input data to fields in the
boundtable. Labels are static text on the form. Images allow staticimages to be placed on the form and
Page propeiies affect the back color of the form.

[ Tooibar” "]
AddLabel ——— J ;a) ——  InsertHyperlink
Add Read Only Field 4® - Add UserField
[Qd J —x;'_\
Add Drop Down List nwvl (ol Add System Field
oy et e —
Addimage ——M sz Page Properties
Preview —— "j =1 Snap to Grid On/Off

Figure 8 - Design Toolbar

System fieldaind Buttonsare special reserved fields that are required by the ServiceBestkm. Some of
them must be held on the form and the user is prevented from deleting them.
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Label Elements

Although static text, label elements can be made to display system terms as definedNpgheation Terms
section.To make a label display a system term specify the terminside {{ }} in the label value property of the
label. When displayed on the form the bracketed term will be replaced with the system term.

For example:

{{user}} nm yrfead
{{enduser}} m 9YR ! &SNJ
{{request}} nm wSldzSai
{{requesttype}} nm wSldzSad ¢eLis

A full list of system terms are defined in tA@plication Termsection

1 Defining a new field

To add a new field label, select the Add Label i'f!:m from the toolbar and setthe properties and press
G{r@Sé¢d ¢KS FTASER tF0St oAttt y2g | LIIklNguaré G KS
handle at the top left corner of the label and drag the label to the required position on the form.

N 1 . -
¢KS a{ Yyl L) 5 orDeN dilzar isiuge @ tg@lefine the number of pixels between position settings
on the form and helps with thalignment of fields and label3he pixel setting is defined Administration |
Form Design | Settings

Now select one of the icons to add the required datafield, either:
= Add UserData Fielt dzi SNJ RSTAYSR FTASt Ra:I WgRATADEBIGNI A 2 dzi f ¢
: Add System Field pre defined system fields available for this form.

':u':'il Add Drop Down List any pre defined Drop Down Listwhich is then applied to a user data field.

Whichever option is selected they all actin the same way. Selectthe required datafield from the DB Field
pick list and set the required properties (Seigurel2- Summary of Form Objedis® ¢ KSy a St SO0 6
return the form design screen.

U
%1 RR  wS$ IcRravidgsupport for adding display only fields from other tables on the fing

designed. Rea@®nly fields will appear as labels on the form.
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1 Editing Objects

Any object; labels, datafields or button images, can be amended py imply selecting the object within the

form. The properties of that object will be displayedfodgo 1 2 SRA G | & NBIjdzA NBR | YR
the form design screen.

M Adding Images

You can add staticimages to forms by selecting the Add Image button on the Todisawill launch a pop
up control which allows you to browse to the imageation (sed-igure9below). All Layton ServiceDesk
images are held in the Application Images folder and itis recommended that any custormasges be
placed in the Application_Images/User stdider.

Select Image B8

@ = [ &0 K © Uplead

fHelpBox/Application_Images/24x24

=~ | Application_Images Filename Size Thumb
""" T 16x16 E. e
..... m [®s|add_cabgroup.pr 1574 l%g
""" T 32x32 B add_cabmember 1045 £ 1
..... " Custom [B|add_icon_24pmem 641 III-E—LI o
..... = E -| -~
= Emai W adimport_24pxp 1315 i1
""" E Login
] B attachhasiterns_i 1747 ﬁ
""" | Taskbar
- | |B|attach_icon_24px 1407
""" 1 user | - -<Ip ﬁ
H [MaAudit_history_icc 1708 @
Mback_icon_24px; 1678 @
[B&lcab_group.png 1077 %
Me|Callback_remind 4178 =
(B cancel_icon_24p 1677 @
(B change_24x24.pn 945
[B&change_complet 1142 %
[B&| Change_status_ic 1243 :EE‘J -
Figure 9 - Adding Images
Layton Technology Pages70f 178
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To add upload an image to the User images folder click on the User folder location and then click on the
Upload button in the menu. This will display another window where you can browse to the imagetocati
Once the image location has been specified click the upload button and the image will be uploaded into the
User folder. To selectthe image double click on the image name.

Each element onthe Form has a layer order. You have the ability with iteely@sg them to the front of

the layer or send themto the back of the layer. Sending them to back will cause the image to appear behind
other elements. Bringing it to the front will cause the image to appear in front of other elements. By using
the Maintain Layer option the image layeris leftwhere itis. To change the layer details click on the image to
view the image properties.

1 Adding Hyperlinks

Hyperlinks can be added to any form by clickingAldel Hyperlinli(con:aj . Hyperlinks allow you to create

links to external documents or applications and also be able to pass the values of form fields as a querystring
inthe URL. Forexample ahyperlinkinthe requestform can be made to link to an external web application
andpass in the value of the sys_request_id field in its querystring. Hyperlinks can be made to display in three
glLeaT AY | yS¢é 6AYR26T NBLIX FOAYy3a GKS SYGANB [ &z
current frame.

Although static text bgefault, hyperlinks can be made to display system terms as defined in the system
configuration section. To make a hyperlink display a system term specify the terminside {{ }}inthe hyperlink
caption property. When displayed, the bracketed term wilkbplaced with the system term.

Available Terms Are:

{{user} molylfead
{{enduser}} m 9YR ! &SNJ
{{request}} m wSljdzSai
{{requesttype}} n wSljdzSaid ¢eéLis
{{solution}} nm {2t dziAz2y
{{eclient}} m 5SLI NIYSy
{{action}} - Action

{{actiontype}} m  lor(Tiipe

{{priority}} m t NA2NARGE
{site}} nm {AGS
{{company}} - Company

The hyperlink URL property tells the hyperlink the document to link to. The Target property tells the system
how to display it.
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By setting the target tdNew Window", the documat will be displayed in a new windovReplace"will
OFdzaS GKS tftAY1SR R20dzySy il G2 NB"LdFran@Svill displdytHelinked 2 Yy {
documentin the current frame.

The hyperlink URL property can be specified to pass dynarerysitrings to the linked document. This can
0S OSNEB LRGgSNFdz a Al Ory Ftt2¢g [Fed2y { SNBAOSS5:
w[ OFNNE [lFeld2y {SNIBAOS5Saiun F2N¥Y O fdzSa wlLISOA F¢

When linked, the bracketed field will be replaced with the field value. For Example the URL property of a
KBLISNI AY]l Lildzi 2y a2 ingoSnwebypp.bspriequesis[sysSdiqdest ddfighFoe NI Y
passed asnmyownwebapp.asp?request=77

1 HTML Editor

The HTML editor tool provides for easy WYSIWYG HTML formatting and includes arange of functions such as
Spell Checking and adding Hyperlinks. The HTML editor control is designed to be used with large text fields
such as the Problem Description édlution Description fields. If you have created your own user defined

text field and would like to apply the HTML editor control to your field then in the Form Design section click

on your user defined field and in the field properties section seleeHRML Editor radio button and specify

the Editor Width and Height (in pixels). The minimum recommended size is 600 x 300 pixels.

Once the HTML editor has been added to the form it can be dragged to the required position on the form like
any other fieldoy selecting the handle on the top left of the field.
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SeeFigurelObelow for a sample of the HTML editor control.

g
<
ok
| &=
i | &
il | &*
| &*

HEFEEF I PR TR ICIN=E

i=gui= | A~ - %l MNormal - | Times New R... = 12pt - | Zoom T

/" Design | ¢» HTML  ©, Preview

Figure 10 - HTML Editor Control

1 Web Tab

The Web Tab feature provides for the quick and easy viewing of items such as Tasks, Comments and

Attachments, without having to click through to another page. The Web Tab is available on the following
forms:

Analyst Request
End useRequest
Spawn Request
Problem

Change

Solution

End User Solution.
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o Tabs
Problem Desc | Solution Desc | B Comments E|Tasks y"Atlachmems ‘B Reminder ECDsts QLinks @Historf
Problem Desc Setting

Figure 11 - Web Tab Display

On these forms the following system buttons, system fields and user defined fields can be added or removed
from the Web Tab:

AnalystRequest & Spawn Request Forms:
Problem Description (sys_problemdesc)
Solution Description (sys_solutiondesc)
Comments Button

Tasks Button

Attachments Button

Reminder Button

Costs Button

Links Button

History Button

End User Request

Problem Descriptiofsys_problemdesc)
Solution Description (sys_solutiondesc)
Comments Button

Attachments Button
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Problem Form

Problem Description (sys_problem_description)
Problem Cause (sys_problem_cause)
Solution Description (sys_solutiomlescription
Comments Button

Tasls Button

Attachments Button

Reminder Button

Costs Button

Links Button

History Button

Change Form

Change Description (sys_change_description)
Change Impact (sys_change_impact)

Change Implementation (sys_change_implementation)
Change Rollback (sys_changel batk)
Comments Button

Tasks Button

Attachments Button

Reminder Button

Costs Button

Links Button

History Button

Solution Form
Problem Description (sys_problemdesc)
Solution Description (sys_solutiondesc)

Items can be removed from the web tab by selectimgsettings link under the relevant tab an-4ehecking

GKS a{K2g 2y ¢l+o¢ OKSO|l 62E® hyOS NBY2OSR FTNRY
location on the form by dragging the handle of the field in the top left corner. If the field i@ sibte on the

form after removing it from the web tab it may be hidden behind the Web Tab. Simply drag the whole Web
Tab aside to reveal the field which you can then move to the required location.

¢2 &S0 GKS LINELISNI A S TFabgtaxtirittie $op refthand ¢ornér of@he Web Tab.2¥6u G K ¢
can set the font and font size of the tab labels and the height and width of the Web Tab.

If you do notwishto use the Web Tab and would prefer to have all buttons and fields displayed
independentlyon the form, remove all fields from the Web Tab as described above and then click on the
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Page Properties ica.%g’ and uncheck the Show Tab option.

T Summary of Form Objects

Toolbar Icon Properties Description

) Label Value: Label or name of the Field
Label Font: Font on the label
LabelFont Size: Font size of the Label

Add Label Label Color: Color of the Label

o LJ Hyperlink Caption: Caption for the Hyperlink

Hyperlink Font:

_ Hyperlink Font Size:
Add Hyperlink Hyperlink Target:
Hyperlink URL:
Hyperlink Color
Hyperlink Image:

Hyperlink Image Text:

Font of the Hyperlink

Font size of the Hyperlink

Hyperlink Target (New Window, Replaceor In
Frame)

Hyperlink URL for the document to link to
Color of the Hyperlink caption

Image for Hyperlink (Supersedes atther display
properties) Invalid image paths are shown as brok
image placeholders.
Hyperlink Image pop up text

= | DB Field:
S*LI Caption:
Field Font:
Field Font Size:
Field Color:
Field Size:
Field Height:
Field Tab Index:
Add to Tab:

Add User Field

Field Required:

Edit Only:

HTML Editor
Show on Tab

Field Required at Close:

The User Defined Field

Identity of field user on the design

Font type to be used for the field

Font sizeto be used for the field

Color to be applied to the field

Field size or lengtmicharacters

Field height in characters

Tab index or Tabbing order on form

Adds the field to web tab control (only available of
the Request, Problem or Change forms)
Mandatory field

Mandatory field before closing

Allows write access to the field by thelscted
Analysts only.

Uses the HTML editor control for the field
Adds the field to the Web Tab

Layton Technology
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" DB Field:

)

Drop Down List
Caption:

Field Font:
Field Font Size:
Field Color:
Field Tab Index:
Field Required:

Add Drop Down List

Edt Only:

Field Required at Close:

Name of the user field the Drop Down Listwill be
applied to.

The name of the Drop Down Listselected.
Identity or name of the Drop Down list on form.
Font of the Drop Down List

Font size of the Drop Down List

Color of the text inthe Drop Downdti

Tab Index or Tabbing order on form
Mandatory field

Mandatory field before closing.

Allows write access to the field by the selected
Analysts only.

Egi DB Field:

' Caption:
Add System Field Field Font:
Field Font Size:
Field Color:
Field Size:
Field Height:
Field Tab Index:
Field Required:

Field Required at Close:

Name of the system field

Identity of the field used on the design
Font used for the field

Font size used for the field

Field text color

Field size of length irharacters

Field height in characters

Tab index or tabbing order on form
Mandatory field

Mandatory field before closing

Edit Only: Allows write access to the field by the selected
Analysts only.
HTML Editor Uses the HTML editor control for the field
Show on Tab Adds the field to the Web Tab
[ Select Image Source Location of an image sourcefile, i.e. *.gif. All imag

Add Image

are located within the
LaytonServiceDeSRpplication_Images folder
See theAdding Imagesection for further details.

E Color:

Page Properties

Page Background:
Show Tab

Sets the background color for a particular form.
Select the searchicon and then click on the requi
O2t 2NJ I yR LINSaa {St SOid
and return to the form.

Note: Background color for all forms is setusing
Administration | SystemSettings |Application

Settings.

Sets a form specific background image.
Displays the WeTab on the form. See thé/eb

Tabsection for further details.

Layton Technology
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¢ 'j Displays how form will appear when in use. When
=, selected the Toolbar will only display the Design

PreviewMode Mode icon, see below.

| Turns ON/OFF the snapto grid feature. See

— Defining a new fieltbr details.
Snap to Grid
= This button is displayed on the Toolbar when the
!J Preview Mode iconis selected, see above. Selec
Design Mode the Design Button will return you to the Design
Mode.

Figure 12 - Summary of Form Objects

QUICK INFO DESIGN

vdzA O] Ly F2 5SaA3dy LISN¥AGAa GKS RSTAYAGA2Y 2F GKS )
ups. This operatesin exactly the same way as form design, wigxtteption that the fields are not editable
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GLOBAL LIST VIEWS / ANALYST LIST VIEWS

This section defines the Global and default List Views. You may be content with the List Views provided
howeve you may also like to modify the views to add or remove certain fields aodder the displayed
sequence.

End User Task

The end usertask List view controls the appearance of the End User Task view. End users do not have the
ability to change their lisviews.

End User Request

The end usertask List view controls the appearance of the End User Request view. End users do not have the
ability to change theirlist views.

Default Task

The Default Task List view controls the appearance of the Defaulygtiask List View. This List Viewis
copied to newly created Analyst Profiles.

Default Request
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The Default Request List view controls the appearance of the Default Analyst Request List View. This List View
is copied to newly created Analyst Profiles.

Default Problem

The default Problem List View controls the appearance of the Default Analyst Problem List View. This List
View is copied to newly created Analyst Profiles. N.B. The Default Problem & Change List Views are only
available if the Problem &fange feature is enabled in Administration | System Settings | Application
Settings.

Default Change

The default Change List View controls the appearance of the Default Analyst Change List View. This List View
is copied to newly created Analyst Profild&B. The Default Problem & Change List Views are only available
if the Problem & Change feature is enabled in Administration | System Settings | Application Settings.

Default Survey
The Default Survey List view controls the appearance of the Defawk pList View.
Default Select End User

The Default Select End User List view controls the appearance of the Default Select End User List View. This
List View is copied to newly created Analyst Profiles.

Copy List Views (From Default)

This allows your list view changes to be pushed out to the Analysts List Views from the Default List View.
Copy List Views (To Default)

This allows you to copy list views back to the Default Profile.

In addition, List Views can be customized by eactviddal Analyst enabling them to have their own list
views. Thisis achieved inthain Menu | My Settings | List View Settingdndividual Analysts can be
prevented from changing their List views by changing the settings thrAdghnistration | Company
Structure | Manage Analysand clicking oi®settings then the various edit list view options.

The List Views relate to Tasks, Requests, Problems, Changes and Select End User details, as follows:

RequestsWhenever aview or search of Requests is reqlihes will be the default system view

ProblemsWhenever aview or search of Problems is required this will be the default system view
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ChangesWhenever aview of search of Changes is required this will be the default system view
TasksWhenever aviewr search of Tasks or actions is required this will be the default system view
Survey:Whenever aview or search of Surveys this will be the default system view

SelectEndUse KSY S@SNJ 6 KS a{ St SO0 9yR ! aSNE AO2y Aa dzae
New Requestform, this will be the default view

Copy List Views (From Default)

In addition to the above functions you can copy the Default List Views over the list gfémalysts through
the Copy List Views Function. This can be used to restore list views for individual analysts.

To restore a list view from the default simply check the list views you wish to restore against each user and
click the save icon. This Wibpy the default List View to each checked user.

Copy List Views (To Default)

Thisis useful if you desire to change the Default List View to one of the Analysts list view, however, care
should be taken as this cannot be easily reversed.

1 Heading & Position Changes

The form title and the position of the whole form can be moved by dragging the small square handle at the

top left corner of each object. Selecting the title will display the title properties so you can amend any details,
as required. Howver, care should be taken if the actual form title is being amended as this has been already
defined as an Application Term within tAg@plication Termsection inAdministration | System Settings |
ApplicatonTerm® ¢ KS &LISOAIf oNIO1SGa& a99 YYE | NRdzyR GKS
the. Sedrror! Reference source not fountielow for a sample of the default Request List View.
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Figure 13 - Request List View Design Mode

9 Adding Data Fields.

To add a data field to the list view click the Add Column link in the top left ofsheéw. Then from the
field properties page you can select the data field from the DB Field drop down list and set the other
properties of the field such as the font type, size and color.

1 Editing & Deleting Data Fields

To edit or delete any existirdata fields from the List View select any link in one of the rows beneath the
required column. You are then presented with the Field Properties form. Delete or setany property details
as required; Heading, Field Font, Field Font Size, Field ColonrOaiglth (in pixels or %), Field and Heading

lf A3y YSyidod {StSOG a{l @S¢ (2 LINBaSNBS @2dzNJ aSiadAa,
The Toolbar also provides the ability to add a label orimage anywhere onto the List View form or change the
page background color.

1 Setting The List View Properties

The list view properties allow you to set the width, height and page size (number of rows) in the listview. To
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