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INTRODUCTION 
 

[ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ is a total Web based help desk solution providing access for both support personnel 

and end users from anywhere with Web access.  [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ has been developed to be 

uncomplicated and easy to use and most of all, extremely flexible and configurable.  Screens or pages can be 

ƳƻŘƛŦƛŜŘ ǘƻ ǎǳƛǘ ǇŀǊǘƛŎǳƭŀǊ ƴŜŜŘǎΤ Řŀǘŀ ŦƛŜƭŘǎ Ŏŀƴ ōŜ ŀŘŘŜŘΣ ǊŜπƭŀōŜƭƭŜŘΣ ƳƻŘƛŦƛŜŘ ŀƴŘ ǊŜπǇƻǎƛǘƛƻƴŜŘ ŀǎ 

required.  The system has been set with 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 personnel in order for them to record, progress and 

resolve End User requests as well as problem and changes.  Although End Users may be given instructions 

from help desk support personnel on how to operate and use Layton ServiceDeskϰ, they could be given 

access to this User Guide for their relevant information.  

System Administrators should read Chapter 2 System Overview to understand the system architecture and 

then Chapter 1 Introduction for installation instructions and procedures. They should use Chapter 3 

Configuring the System ŀǎ ǘƘŜ ƎǳƛŘŜ ǘƻ ǘƘŜ ǎŜǘπǳǇ and configuration of Layton ServiceDeskϰ and to 

implement the system defaults and options required.  

It would be advisable for ALL support staff to read Chapter 2 System Overview, which details the system 

concepts, terminology and process flow, to gain a good understanding of how the system works.  

Once the system is implemented, all help desk support personnel should use Chapter 4 Using Layton 

ServiceDeskϰ ό!ƴŀƭȅǎǘύΣ to assist and guide them in the practical use of Layton ServiceDeskϰ.  

Also End Users could use Chapter 5 Using Layton ServiceDeskϰ ό9ƴŘ ¦ǎŜǊύ, although the End User Forms will 

probably differ from the examples shown. 

 

Throughout the document any cross-references to other chapters or sections is indicated by hyperlinked text.  

To jump to cross referenced section hover above the text and then press Ctrl + Click.  Figures throughout the 

document are also cross referenced and you can jump to a figure by pressing Ctrl + Click on the figure 

reference. 
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INSTALLATION PROCEEDURE 
 

1. Run the MSI installation file. This will take you through the setup procedure for [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ. 

The installation procedure will create the program folder as Layton ServiceDesk v6.0 in the selected 

program location during installation.  

Note: You may need to stop your IIS Services first in order to get a successful installation. Then re-start all 

IIS Services when installation is completed to access the application. 

 

2. The web site LaytonServiceDesk will be created under the default web site in IIS unless you specify a 

different location during installation.  The Default Web Site is recommended.  
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3. During the installation you will be prompted with the Database Tool to Connect to the SQL Server. 

You will have the option to Install New Database to create the database for the [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ 

application. If you have an already existing database, you can select Connect to Existing Database.  

 

 

4. Specify the path to the SQL instance that will host the [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ database (ex: 

ServerName\ SQLInstance). Click Install Database. If you chose to connect to an existing database, 

click Connect to Database. You will need to select the authentication method to connect to your SQL 

server and may need to provide an authenticated admin account for connection.  
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5. Once the database is successfully installed and connected to, the Database tool can be closed. This 

will complete the [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ installation process. You can now access the Layton 

{ŜǊǾƛŎŜ5Ŝǎƪϰ system from any 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.aspx ǿƘŜǊŜ άlocalhostέ ƛǎ ǘƘŜ ƴŀƳŜ/IP address of your 

server. The default Analyst ƭƻƎƛƴ ƛǎ άAdminέ ǿƛǘƘ ǘƘŜ ǇŀǎǎǿƻǊŘ άmibέΦ  

Note: It is recommended that you change this password during user account configuration for security 

reasons and do not forget your new password as it is 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 before proceeding with the 

installation and configuration in order to obtain 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. 

 

¶ Requests  

 
The core of the system is based around creating, progressing, tracking and reporting Requests (or Incidents 
using ITIL Terminology).  A Request is an End User or Customer submitted call, request or incident which can 
relate to any area that the End User or Customer requires support or assistance. 
 
 A Request can therefore be an incident, a request for information or training, a request for new hardware, 
software or other services, etc.  The types of Requests are categorized or predefined by the Administrator.  

See the Request Types section. 
 
Requests can be created using any or a combination of the following methods;  

 

o Manually created by the support Analyst  

o Entered directly by the End User / Customer  
o Created automatically by email  
o Notified by email but created by the support Analyst 
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¶ Problems  

 

Problem Management is a key component of ITIL (IT Infrastructure Library).  The purpose of Problem 

Management is 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 

ServiceDesk is not IT based or does not require this function it can be disabled by going to Administration | 

System Settings | Application Settings | Enable Problem & Change. 

 

Problems can be created using one of the following methods; 

o Manually created by the support Analyst 

o A support Analyst can generate a Problem from a Request 

o A support Analyst can convert an incoming email into a Problem 

 

¶ Changes 

 

Change Management is another key ITIL component.  The main objective of Change Management is to 

ensure standardized procedures for the handling of changes to the IT infrastructure.  This will help to 

minimize the impact on services and prevent or reduce the impact of related incidents.   

 

Requests for Change may result from Problems that have been identified in the IT infrastructure which 

requires a Change to resolve the underling root cause or they may arise from initiatives seeking to improve 

services and efficiencies. 

 

The Problem & Change Management functions in Layton ServiceDesk are enabled by default, however if your 

service desk is not IT based or does not require this function it can be disabled by going to Administration | 

System Settings | Application Settings | Enable Problem & Change. 

Changes can be created using one of the following methods; 

o Manually created by the support Analyst 

o A support Analyst can generate a Change from a Request 

o A support Analyst can generate a Change from a Problem 

o A Support Analyst can convert an incoming email into a Change 

 

¶ System Access and Menu Structure 

 

Layton ServiceDeskϰ supports two types of user access, Analyst and End User (see below for definitions). In 

addition, Analysts have another level of security or system access known as their ά{ŜŎǳǊƛǘȅ DǊƻǳǇέΦ There are 
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two ά{ŜŎǳǊƛǘȅ DǊƻǳǇέ options, Administrator and Standard, and depending which level is used determines 

the Menu structure displayed and functionality available to the Analyst. The Standard level will not provide 

access to the Administration Menu options.   Analysts in the Administrator group can access the 

Administration menu by clicking the administration icon  in the main menu. 

 

The main system processing is conducted on the Main Menu Home Tab, where new Requests, Problems and 

Changes are created, appropriate actions defined, solutions provided and list views and searches performed.  

The type of List Views; Requests, Problems, Changes, Actions and Select End User (display and select), can be 

defined globally for all Analysts using Administration | Global List Views | Default List Views.   Individual 

Analysts can also create their own custom list views using Main Menu | Settings | List View Settings. 

 

The system can be configured to automatically display the required list view or screen required on entry to 

ǘƘŜ ǎȅǎǘŜƳΣ ŜΦƎΦ hǇŜƴ wŜǉǳŜǎǘǎ ŀǎǎƛƎƴŜŘ ŦƻǊ ǘƘŜ !ƴŀƭȅǎǘ ƭƻƎƎŜŘ ƻƴΦ  ¢ƘŜ !ƴŀƭȅǎǘΩǎ IƻƳŜ tŀƎŜ ǎŜǘǘƛƴƎǎ Ŏŀƴ ōŜ 

accessed using Main Menu | Settings | Home Screen.  Global list views can also be copied down to all 

Analysts.  If needed, you can enforce the list view so individual analysts cannot change the view you create.  

For more information see GLOBAL LIST VIEWS / ANALYST LIST VIEWS. 

 

¶ End Users 

 

The End User is the person or user of equipment or services who will log or submit a Request to the 

ServiceDesk.  End Users can be given access to log and progress their Requests or alternatively Requests can 

be logged on their behalf.   End Users can also log Requests via email. 

 

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

 

The End User is given access to the ServiceDesk to log and progress their own Requests through screens or 

pages designed by the ServiceDesk Administrators.  End Users have simple Menu options which provide them 

with the ability to log and progress their own Requests.   

 

End Users can also be given access to the άSelf Serviceέ feature where they can search the Solutions Base in 

order to solve their own problems without necessarily having to log a Request.  Providing your End Users 

with access to the ά{ŜƭŦ {ŜǊǾƛŎŜέ feature can help to reduce the number of Requests logged in the system 

which will reduce the workload of the ServiceDesk staff. 

 

Once an End User logs a Request it can be recorded on the system as an έ¦ƴŀǎǎƛƎƴŜŘ wŜǉǳŜǎǘέ, i.e. no 

Analyst has been assigned to the Request, or it can be automatically assigned to an Analyst or Analyst Group 

depending on skills and/or work load.  If auto assignment is switched off using Administration | General 

Settings | Auto Assignment Options, then the Unassigned Request will appear in the Main Menu | Home|  

View Request |  Unassigned Request drop down filter.  The number of Unassigned Requests in the system 

will also be displayed in the Requests Statistics section of the Dashboard. 
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 Any Analyst can then view the Unassigned Requests and take assignment of any Request by selecting the 

ά¢ŀƪŜ !ǎǎƛƎƴƳŜƴǘέ  icon under the Assignee column. Otherwise, with the auto assignment option on, the 

Request will appear in the relevant Analyst list view or Analyst Group Queue.  

End User Requests logged by email will follow the same procedure as above in that they can be created as 

unassigned or automatically assigned depending on work load and skills using key words in the email. 

Alternatively, Email Requests can be viewed first (in the Email Pending queue) and created manually by the 

support Analyst.  The Email Pending queue is accessed by clicking on the email icon  in the main menu.  

For an Analyst to 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, Analysts can be notified by email when new End User Requests have been logged.  For information on 

configuring the emails please see the Email Server Settings section.  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 they access the ServiceDesk for first time providing the option is 

switched on using Administration | General Settings | Security | Global End User Security |  Allow End User 

Self Registration.  Alternatively End Users can be initially set up one at time or imported from Active 

Directory or added as Requests are logged.  For more information on importing End User from Active 

Directory please see the LDAP (Active Directory) - IMPORT END USERS section. 

 

¶ Analysts  

 

The Analyst is 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, defined as a Security Group within Administration | Company 

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

Administrator Group provides access to the Administration Menu  as well.  

Only Administrative users have the ability to 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 personal list views. A 

typical ServiceDesk may consist of the first line ServiceDesk analysts all of whom may or may not have 

Administration access and the support analyst, who would probably not have Administration access. 

 

http://lay07/HelpBox/UserEmailPending.as
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¶ Analyst Groups  

 

The system provides the ability to record and assign Requests to Analyst Groups as well as individual 

Analysts.  Therefore, the first level or ServiceDesk ¢ŜŀƳ ŎƻǳƭŘ ōŜ ŘŜŦƛƴŜŘ ŀǎ ŀ DǊƻǳǇ ǎǳŎƘ ŀǎ άServiceDesk 

DǊƻǳǇέ ŀƴŘ ŀŘŘƛǘƛƻƴŀƭ ƻǊ ǎŜŎƻƴŘ ƭŜǾŜƭ ǎǳǇǇƻǊǘ ŀǊŜŀǎ ŎƻǳƭŘ ƘŀǾŜ ŀ ƴǳƳōŜǊ of Groups defined, i.e. Hardware 

Support, Software Support or Networking Team.  Analysts can belong to more than one Group and Skills can 

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

request being 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.  

See the Manage Analyst Groups section for more information on defining Analyst Groups. 

 

¶ Request Ownership  

 

Request ownership and assignment is very flexible but it is important to understand and define the working 

method required.  A Request is "owned" by an Analyst, which can be initially defaulted to the logged on 

ServiceDesk Analyst and although subsequently the Request can be assigned to another Analyst and/or 

Group, the ownership can stay with the original ServiceDesk Analyst.  This way the Analyst is in 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 

using Administration | General Settings | Security | Global Analyst Security |Close By Owner Only.  

Alternatively, the ownership of a Request can be transferred to another Analyst, who may or may not be in 

the ServiceDesk Team, and who may or may not have the Request assigned to them. 

 

¶ Request Assignment  

 

Request Assignment is where a Request is assigned to an Analyst or Analyst Group to resolve or respond. A 

Request can be assigned to any individual Analyst, whether a member of a Group or not, or assigned to a 

Group with or without also assigning to a specific Analyst.  

If the Request is assigned to a Group without also assigning to a specific Analyst, then the Request will appear 

in the Analyst Group Queue waiting for an Analyst in the Group to ά¢ŀƪŜ !ǎǎƛƎƴƳŜƴǘέ by selecting the Take 

Assignment  icon under the Assignee column in the Request List view. 

Requests can be automatically assigned or the Analyst or Group suggested by the system, based on either 

Skills and/or Load Balancing. The system will auto assign to either Analysts or Analyst 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 certain issues which will override any general skills assignment.  

 

Additional Auto Assignment options can be configured using the Business Rules feature which can override 

other auto assignment options.   For example, you may want to create a Business Rule so that if your CFO 

logs a request, then it is automatically assigned to the ServiceDesk manager. 

Requests submitted by End Users can be automatically assigned as detailed previously in End Users.  See the 

General Auto Assignment Settings  section for further details on the auto assignment settings. 

 

¶ Comments 

 

Comments are updates or notes that can be appended to a Request, Problem or Change as it progresses 

through the system.  Comments can be added to a Request by both the Analyst and the End User.  Analysts 

may post Comments with a Public or Private status to either allow (Public) or disallow (Private) End Users 

from seeing the Comment. 

 

When an Analyst adds a public Comment to a request Layton ServiceDesk can send an email notification to 

the End User which contains the details of the Comment.  Conversely if the End User adds a Comment Layton 

ServiceDesk will send an email to the Analyst that is assigned to the Request. 

 

The Analysts also have an option to add a Comment and select additional Analysts who will be sent an email 

notification with the details of the Comment. 

 

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

this email into a Comment on the related request.  Layton ServiceDesk will then email the Analyst with the 

ŘŜǘŀƛƭǎ ƻŦ ǘƘŜ 9ƴŘ ¦ǎŜǊΩǎ /ƻƳƳŜƴǘ ŀƴŘ ǎŜƴŘ ŀƴ ŀŎƪƴƻǿƭŜŘƎƳŜƴǘ ǘƻ ǘƘŜ 9ƴŘ ¦ǎŜǊΦ 

 

¶ Tasks or Actions  

 

Tasks or Actions are activities that are either required in order to progress or complete a Request, Problem or 

Change.  Alternatively, Tasks can also be free standing without any association. Tasks can be assigned to an 

Analyst and scheduled for completion by a certain date.  

 

Tasks can also be automatically generated as part of a workflow process related to specific Request Types.  

This feature is called the Request Type Task Template feature, for more details on this feature please see the 

Request Type section.  

 

There is also a Recurring Task facility which will automatically create Tasks on a regular schedule.  This is a 

great feature for routine maintenance tasks.  The Recurring Tasks also allow for a task work flow if required.  



 

 

 Layton Technology                                                                                                                                                Page 18 of 178   
 Layton ServiceDesk v6 User Manual v2.0     
 

For more information please see the Recurring Tasks section. 

 

¶ Priority and Service Level Agreements  

 

Priorities can be set for Requests and Problems and the priority level will be used determine the order in 

which they are resolved, based on their importance or impact on the Company.  Priorities belong to a Service 

[ŜǾŜƭ !ƎǊŜŜƳŜƴǘ ό{[!ύΣ ŀƴŘ ŀƭǘƘƻǳƎƘ {[!Ωǎ Ƴŀȅ ƴƻt be required, if Priorities are used then a standard or 

implied Service Level will exist.  !ƴȅ ƴǳƳōŜǊ ƻŦ {[!Ωǎ Ŏŀƴ ōŜ ŘŜŦƛƴŜŘ ǿƛǘƘ ŘƛŦŦŜǊŜƴǘ tǊƛƻǊƛǘƛŜǎ ǘƻ ǎǳƛǘ ǾŀǊƛƻǳǎ 

needs.  

 

Priorities can also be assigned to specific Request Types and they can also be applied to specific Sites.  For 

example a 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 escalation or times when the Request or 

Problem will escalate.  On any escalation level an email can be sent and/or the Request can be reassigned.   

CƻǊ ƳƻǊŜ ƛƴŦƻǊƳŀǘƛƻƴ ƻƴ ŘŜŦƛƴƛƴƎ tǊƛƻǊƛǘƛŜǎ ŀƴŘ {[!Ωǎ ǎŜŜ ǘƘŜ Priority / SLA section. 

 

¶ Request and Problem Escalation Process  

 

The escalation process is set against the Priority within an SLA and is defined using Administration | Libraries 

| Priority / SLA.  A resolve time, or expected time in hours the Request or Problem should 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 Request or Problem was logged. The escalation process will be initiated when the resolve time 

or any escalation level is exceeded.  

At the point of escalation an automatic email can be sent to a specified address(s) and/or the Request or 

Problem can be automatically re-assigned to another Analyst.  Also, the Request or Problem itself as 

displayed in the list views can change color. The color settings are defined using Administration | General 

Settings | Request Settings.  

The working hours of the ServiceDesk should be defined before setting any Priorities and escalation details 

using Administration |General Settings | Default Working Hours and Closed Periods.  Note π When 

configuring the working hours for Layton ServiceDesk, you may want to consider how the system will run.  It 

is important to know how the working 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 hours a day or only from standard office ƘƻǳǊǎ όŜΦƎΦΣ у !aπр taύΚ  

LŦ ǎǘŀƴŘŀǊŘ ƻŦŦƛŎŜ ƘƻǳǊǎ ŀǊŜ ǘƻ ōŜ ǳǎŜŘ ǘƘŜƴ ǘƘŜ tǊƛƻǊƛǘȅκ{[!Ωǎ Ŏŀƴ ōŜ ǎŜǘ ǘƻ Ŏƻǳƴǘ ǘƻǘŀƭ ǿƻǊƪƛƴƎ ƘƻǳǊǎΣ ŀǎ 

opposed to a 24 hour process.  CƻǊ ŜȄŀƳǇƭŜΣ ƛŦ ȅƻǳ Ǌǳƴ ǎǘŀƴŘŀǊŘ ƻŦŦƛŎŜ ƘƻǳǊǎ όōŀǎŜŘ ƻƴ у !aπр taύΣ ŀƴŘ ȅƻǳ 

want a specific Priority to expire within 3 days, then you would only count the total working hours for 3 days, 
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which is 27 hours (would be 72 hours if the Layton ServiceDesk is configured to run 24 hours a day). 

 

Working hours can also be defined on a Company, Site or Department basis under Administration | 

Company Structure | Manage Company, Site or Department.  

 

¶ Change Advisory Board (CAB) 

 

Change advisory boards (CAB) assist in the assessment, prioritization and approval of Requests for Change 

(RFC).  The CAB group is generally made up of Analysts that are chosen to ensure that the change request is 

assessed from both technical and business points of view. 

The type of Change and services or assets affected will dictate the required CAB members. CAB groups should 

offer the different perspectives necessary to ensure proper decision making.   A CAB is an integral part of a 

defined Change Management process designed to balance the need for change with the need to minimize 

inherent risks.  

The Change Management and CAB features can also be used for systems that are not just IT focused as the 

Change Process can be applied to any system. 

 

The Layton ServiceDesk Change Approval process can involve one or more CAB groups as well as individual 

Approvers.  The approval process can also involve a workflow process which requires the approval of one 

Analyst before approval is requested by the next Analyst in the workflow.  For more information on Change 

Approval please see the Change Approval Process section. 

 

¶ Request Types 

 

Request Types or Problem types are the method of categorizing Requests and therefore providing statistics 

and analysis of issues or requirements raised.  They are also used as the basis for the Skills profile of Analysts 

and Analyst Groups (for auto assignment, or suggestion of assignment).  In addition, Request Types can 

define Site or Department managers or specified Analysts who 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 Requests or Problems 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. This is 

achieved when defining the 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 dependent drop down lists.  Also, when a Request is 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 using Administration | Libraries | Request Types and 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 function which allows 

for the easy maintenance and re-arrangement the Request Type structure.  For more information on creating 

and managing Request Types please see the Request Type section. 

*note ς Once a Request Type has been used in a request, you cannot remove that Request Type until you 

have purged all requests (opened or closed) that have used that Request Type. 

 

¶ Solutions  

 

A Solutions Base (or Knowledge Base) is provided for the customer to create solutions for particular Requests 

so when the same issue arises again a solution can be quickly identified.  Solutions can be associated with the 

Request Type so when a Request is logged the Request Type is automatically used to search the Solutions 

Base and identify a predefined solution for the Request.  Alternatively, all Solutions can be viewed or any text 

string can be used as the search criteria.  Solutions 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 End 

Users with the ability to search for Solutions to their problems 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 via the Self Service feaǘǳǊŜΦ ¢Ƙƛǎ ƻǇǘƛƻƴ ƛǎ ŎŀƭƭŜŘ ά{ŜƭŦ {ŜǊǾƛŎŜέ ǿƛǘƘ ŀ ¸Ŝǎκbƻ ǎŜƭŜŎǘƛƻƴΦ   

If the option is set to 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 End Users will not have access to. 

 

¶ 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 support is 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 default the Company feature is disabled.  To turn on the Company feature go to Administration | 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 Company which will assign the 

End Users to this Company.   

 

¶ Site 

 

[ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ supports multi sites. The site is a place where your Layton ServiceDeskϰ ǎŜǊǾƛŎŜǎ ŜƴŘ 

users.  This is generally the case for multiple geographical locations.  Multi -site support allows you to create 

sites at which your Analysts operate and by turning on the Constrain to Site option in the General Auto 

Assignment Settings  any auto assignment or auto suggestion will take into account the sites that analysts are 

at. In addition you can put a site against an End User so that this data is automatically known when a request 

is logged for an End User. 

 

If you have enabled the Company level as mentioned in the Company section above then Sites can be 

assigned to a particular Company. 

 

¶ Asset 

 

¢ƘŜ !ǎǎŜǘǎ ¢ŀō ŎƻƴƴŜŎǘǎ ǘƻ ǘƘŜ !ǳŘƛǘ²ƛȊŀǊŘ ŘŀǘŀōŀǎŜ ŀƴŘ ǇǊƻǾƛŘŜǎ ŀ ŎƻƳǇƭŜǘŜ ƛƴǾŜƴǘƻǊȅ ƻŦ ǘƘŜ t/Ωǎ ŀƴŘ 

other IT assets on the network.  The Assets Tab in Layton ServiceDesk provides a mirror image of the Network 

±ƛŜǿ ǘŀō ƛƴ [ŀȅǘƻƴ ¢ŜŎƘƴƻƭƻƎȅΩǎ !ǳŘƛǘ²ƛȊŀǊŘ !ǇǇƭƛŎŀǘƛƻƴΦ  ¢ƘŜ !ǎǎŜǘǎ ¢ŀō ƛǎ ŜƴŀōƭŜŘ ōȅ ŘŜŦŀǳƭǘ ƘƻǿŜǾŜǊ ƛŦ 

this feature is not required, particularly for ServiceDesks that are not providing IT based support services, 

then this can be disabled by going to Administration| System Settings | AuditWizard | AW Link Enabled. 

 

Assets are displayed in a tree structure and can be grouped according to their location through the 

AuditWizard application interface.  Expanding an AǎǎŜǘ ǿƛƭƭ ŀƭƭƻǿ ȅƻǳ ǘƻ ǾƛŜǿ ǘƘŜ ŀǎǎŜǘΩǎ ǎǇŜŎƛŦƛŎŀǘƛƻƴǎ 

ƛƴŎƭǳŘƛƴƎ ǘƘŜ h{Σ ƴŜǘǿƻǊƪ ƛƴŦƻǊƳŀǘƛƻƴΣ ƘŀǊŘǿŀǊŜ ǎǇŜŎƛŦƛŎŀǘƛƻƴǎ ŀƴŘ ƛƴǎǘŀƭƭŜŘ ǎƻŦǘǿŀǊŜΦ  hƴ ǘƘŜ ŀǎǎŜǘΩǎ 

summary page you can also view the Requests, Problems and Changes that have been logged against this 

Asset. 

 

When a Request, Problem or Change is logged the Asset Name of the equipment or source of the Request 

can be specified in the Asset field.  Once an asset has been associated with an End User Layton ServiceDesk 

can remember this association in the future 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 

asset is the source of request. 

 

Once an Asset has been linked to a Request, Problem or Change the Analyst can quickly view the inventory 

ŘŜǘŀƛƭǎ ƻŦ ǘƘŜ ŀǎǎŜǘ ōȅ ŎƭƛŎƪƛƴƎ ǘƘŜ άvǳƛŎƪ LƴŦƻ ƻƴ !ǎǎŜǘέ ōǳǘǘƻƴ  next to the asset field.  This will launch a 

javascript:quickinfoasset('ctl00_ContentPlaceHolder1_textsys_field7
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pop up window where the asset inventory details can be viewed. 

 

An Asset Name is not mandatory and can be left blank or other another identity can be entered, i.e. User 

Training would not require an Asset Name. 

 

¶ Whiteboar d 

 

The Whiteboard Ticker allows you publish messages on the system that will scroll across the top of the screen 

in the 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 (Public) or just Analysts (Private).  

Analysts who have been given permission to compose Whiteboard messages can do so from the Main 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 maintenance and other activities.  

Effective communication can help to reduce unnecessary Requests being logged in the system. 

 

¶ Survey 

 

Surveys can be generated by the system for the End User to complete when their request is closed. There is a 

list of user defined questions and responses provided using a pre-determined 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 10th or whatever is preferred.  An email notification and a Whiteboard notice reminder can 

be sent to End Users for any incomplete surveys.       

The survey and questions can be modified from Administration | Form Design | Survey and any number of 

additional questions can be added. 

Layton ServiceDesk Process Flow Diagram  

 

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

 

 

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

This Chapter describes how to configure [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ and although you can follow the sections in 

order, there is no real need.  Because the system is highly configurable you should spend some time to assess 

and decide the best method of operation and system settings that will best suit your requirements.  A little 

more care and thought now could save time and effort later on.  Decide on the structure or how the system 

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

1. How will the support staff be organized? 

2. Will Analyst Groups be implemented and to what level? 

3. ²Ƙƻ ǿƛƭƭ άƻǿƴέ ƻǊ ƳŀƴƎŜ ŀƴŘ ōŜ ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊ wŜǉǳŜǎǘǎΚ 

4. Who will be allowed to close Requests? 

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

6. How do you want the Request screens to look for the Analysts and End Users? 

7. Will support be provided 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 processed, manual or automatic 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. ²Ƙŀǘ ŀǊŜ ǘƘŜ ŘƛŦŦŜǊŜƴǘ tǊƛƻǊƛǘƛŜǎ κ {[!Ωs that will be required, if any? 

14. What will be the working hours and 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 required and do you want to create a schedule of recurring tasks? 

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 you have answered the above questions you are ready to configure Layton ServiceDeskϰΦ 

Remember, all screens or pages are configurable so data fields and labels can be changed, deleted and new 

data fields added.  System Terms or terminology can also be changed, see the Application Terms section, 

however, you may decide the default values are fine.  

Note ς ¢ƘŜǊŜ ŀǊŜ ǎƻƳŜ ǎǇŜŎƛŦƛŎ Ψ{ȅǎǘŜƳΩ ŦƛŜƭŘǎ ŘŜŦƛƴŜŘ ƻƴ ŎŜrtain forms that cannot be removed.  This is to 

ǇǊƻǘŜŎǘ ǘƘŜ ƛƴǘŜƎǊƛǘȅ ŀƴŘ ƻǇŜǊŀǘƛƻƴ ƻŦ ǘƘŜ ǎȅǎǘŜƳΦ  ¢ƘŜǎŜ ŦƛŜƭŘǎ ǿƛƭƭ ƴƻǘ ƘŀǾŜ ǘƘŜ Ψ¢ǊŀǎƘ ŎŀƴΩ ƛŎƻƴ  to delete 

the field. 

First, login to [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ as the Analyst ά!ŘƳƛƴέ and password of άƳƛōέ. This 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 within the Administration Menu item. 

o Product Registration 

The first step is to input the Customer Registration details and license key.  Enter the details sent to you using 

Administration | System Settings | License Information. You can activate your product by entering your 

Registered Company Name & ID details iƴ ǘƘŜ ǎǇŀŎŜǎ ǇǊƻǾƛŘŜŘΣ ŀƴŘ ǘƘŜƴ ŎƭƛŎƪ ƻƴ ΨDŜǘ YŜȅΩΦ  ¢Ƙƛǎ ǿƛƭƭ connect 

you to the Layton Technology website and allow you to generate a key for your product.   You are now ready 

to start the configuration of [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ.  

 

MANAGE COMPANY, SITE & DEPARTMENT 
 

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 create 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 companies then you can turn on the 

Company feature by going to Administration| System Settings | Application Settings |Company Level. 

 

¶ Manage Company 

 

If your Layton ServiceDeskϰ implementation will be used to support external or third party companies you 

will want to turn on the Company Level option in Administration| System Settings | Application Settings 

|Company Level.  Once this is turned on you can define the Companies under Administration | Company 

Structure | Manage Company.  You define a Company by a single identifier that must be unique. 
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¶ Manage Site 

 

If your [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ implementation is to support multiple sites then you will need to define them 

under Administration | Company Structure | Manage Site.  You define a Site 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.  If an 

End User is imported into Layton ServiceDesk and their Site is not already listed in the Manage 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 to Administration | Form Design | Site.  For more information about adding 

system and user defined fields to the forms see the FORM DESIGN section. 

 

¶ Manage Department  

 

Departments are associated with the End Users and can be defined by going to Administration | 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 imported into Layton ServiceDesk and their Department is 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 Department ID system field (sys_eclient_id) to the Department form so that you can assign a 

Department to a Company.  The Department form can be modified by going to Administration | Form Design 

| Department.  For more information about adding system and user defined fields to the forms see the 

FORM DESIGN section. 

 

ANALYSTS, ANALYST GROUPS AND CAB GROUPS 
 

The first step is to decide how the support staff will be organized and whether Analyst Groups will be 

implemented.    

A simple system may well have only one level of support staff and no Analysts Groups.  Therefore, you may 

choose to not use any Groups at all or simply classify all Analysts against one Group, e.g. Help Desk. Requests 

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 party or Supplier Group(s), etc.  Any number of Groups can 

be defined and then Analysts assigned against their relative Groups. 

 

¶ Manage Analyst 

 

Define the Support Analysts that will require access to the system. These 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 Structure | Manage Analyst where their Name, Password and Security Group or 

level of system access is defined.  The two levels of Group Security provide Administrator access (All system 

functions available) and Standard access (Administration function not available).  Support Analysts or second 

line support who have Requests assigned to them are normally given Standard access. 

Other system fields are άaŀƴǳŀƭ !ǎǎƛƎƴέ and ά!ƭƭƻǿ !ǳǘƻ !ǎǎƛƎƴέ, which define whether the Analyst is 

available or allowed to receive assignment, either manually or automatically assigned to him/her.  This is 

ǿƘŜǊŜ !ƴŀƭȅǎǘǎ Ŏŀƴ ōŜ ǎŜƭŜŎǘŜŘ ŀǎ ŀōǎŜƴǘΣ ƛΦŜΦ ƻƴ ƘƻƭƛŘŀȅΣ ŜǘŎΦΣ ōǳǘ ƎŜƴŜǊŀƭƭȅ ŀǊŜ ōƻǘƘ ǎŜǘ ǘƻ ΨȅŜǎΩ     

Although you may be content with the default data fields and design, the screen and data content is 

configurable, so you can add, delete or change fields as required. You must always define new data fields 

before adding them to the form. See the DATA DESIGN section for information on how to add data fields, and 

the FORM DESIGN section for details on how to design or change forms. 

The Manage Analyst section has a range of settings and access restrictions which are defined below: 

 

¶ Analyst Request Classes 

 

This Analyst setting determines which Request Classes the Analyst will have access to.  Request Classes are a 

powerful feature which provides the ability to define multiple request forms for different types of Requests 

such as IT Incident, Service Request, New User Requests etc.   See the Request Classes section for more 

information. 

 

¶ Analyst Skills  

 

Analyst skills or job responsibilities are directly linked to the Request Types used for categorizing Requests 

and one of the methods that Layton ServiceDesk can use to automatically assign requests.  They are also used 

to automatically prompt and assign which Analyst is best suited or have the appropriate skills for a particular 

Request.  These can be entered later when the Request Types are completed, or at any time. 

To input Skills select the edit button under the Skills column for the Analyst.  A pop up screen will display the 

Request Types hierarchy and you can simply select the appropriate Skill (Request Types) for this Analyst.  An 
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Analyst can have any number of skills or Request Types but use the highest level in the tree structure possible 

to cover their skills.  For example, a network specialist would probably have all network issues assigned to 

ƘƛƳ ǎƻ ǘƘŜ wŜǉǳŜǎǘ ¢ȅǇŜ άbŜǘǿƻǊƪ LǎǎǳŜǎέ ǿƻǳƭŘ ōŜ ǎŜƭŜŎǘŜŘ ŀƭǘƘƻǳƎƘ ǘƘŜǊŜ Ƴŀȅ ōŜ ŀ ƴǳƳōŜǊ ƻŦ ǎǳō ƭŜǾŜƭǎ 

ƻǊ ǎǇŜŎƛŦƛŎ wŜǉǳŜǎǘ ¢ȅǇŜǎ ƛƴ ǘƘŜ ǎǘǊǳŎǘǳǊŜ ōŜƭƻǿ άbŜǘǿƻǊƪ LǎǎǳŜǎέΦ {Ŝe the Request Type section for further 

details.  

 

¶ Analyst Sites 

 

If you have defined multiple sites then you may specify at which sites analysts are by clicking the edit button 

in the Sites column from the Manage Analyst page. These are the sites at which the Analyst works or is 

responsible for manage requests from End Users at these Sites. They can be added and removed as Skills are. 

 

¶ Analyst Settings  

 

Each Analyst has a number of individual settings which are categorized in a Tab view. These are accessed 

through the Manage Analyst screen by clicking the Edit button in the Settings column for the Analyst 

required.  A summary of the Analyst Settings is details below: 

¶ General Settings 

This section has settings which can Disable the Analyst, set their Home Screen and page Refresh Interval 

which can also be set by the Analyst in the Main Menu | Settings section.  Any settings changes will not take 

effect until they log in again.  

¶ 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.   

¶ Site Access 

This area defines Site access restrictions for the Analyst. For example, you may want to restrict Analysts to 

only access Requests and Statistics at their Site. This also controls access to White Board Messaging and 

Incoming Email access. 

¶ Comment 

This area defines Comment privileges, whether Analysts have the ability to edit, delete, make and view 

public/private. 

¶ Escalation & Overflow 
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You can enter email addresses here to send out escalation notifications based on the individual analyst which 

are separate from the general Priority/SLA escalation configuration emails.  LŦ ȅƻǳ ŜƴǘŜǊ ǘƘŜ !ƴŀƭȅǎǘΩǎ ƻǿƴ 

ŜƳŀƛƭ ŀŘŘǊŜǎǎ ƻǊ ǘƘŀǘ ƻŦ ǘƘŜƛǊ ƳŀƴŀƎŜǊΩǎΣ ǿƘŜƴ ŀ ǊŜǉǳŜǎǘ ǘƘŀǘ ƛǎ ŀǎǎƛƎƴŜŘ ǘƻ ǘƘƛǎ !ƴŀƭȅǎǘ ŜǎŎŀƭŀǘŜǎ ƛǘ ǿƛƭƭ ǎŜƴŘ 

an email notification to this email address, in addition to the email that is sent out based on the Priority 

escalation email settings. 

 

¶ Manage Analyst Groups 

 

If Analyst Groups are not required then proceed to the next section.  Otherwise, define any Analyst Groups 

that are required by using Administration | Company Structure | Manage Analyst Groups. Then add the 

required Analysts for each Group by selecting the edit button on the Analyst column on the Manage Analyst 

Group form.  An Analyst can belong to more than one Group but one of these groups can be the default 

group that will be automatically filled in when the user is assigned a request. 

 

¶ 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 opposed to individual Analysts.  

See the Analyst Groups  and Request Assignment sections of the System Concepts chapter for details on how 

they are used.  To define Group Skills select the edit button under the Skills column on the Manage Analyst 

Groups form and proceed as above for Analyst Skills.   

 

¶ Manage CAB Group 

 

If your Layton ServiceDesk system does not require the Problem & Change Management feature you can 

proceed to the next section.  Change Advisory Boards (CAB) are similar to Analyst Groups whose function is 

to assist in the assessment, prioritization and approval of Requests for Change.  The CAB Group is generally 

made up of Analysts that are chosen to ensure that the change request is assessed from both technical and 

business points of view. 

CAB Groups can be created and Analysts assigned to the groups in Administration | Company Structure | 

Manage CAB Group.  Analysts can be assigned to more than one CAB Group if necessary. 
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¶ Manage Analyst Absence Type 

 

The Analyst Calendar and Availability Schedules are useŘ ǘƻ ǎƘƻǿ ǘƘŜ !ƴŀƭȅǎǘǎΩ ŀǾŀƛƭŀōƛƭƛǘȅ ŀƴŘ 

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 have pre-defined filtering and grouping settings this can also be done on the fly after 

a report 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 create sub-groupings by dragging additional column headers into the 

ƎǊƻǳǇƛƴƎ ǎŜŎǘƛƻƴΦ ¢ƻ ǳƴŘƻ ŀ ƎǊƻǳǇƛƴƎ ŎƭƛŎƪ ƻƴ ǘƘŜ άȄέ ōǳǘǘƻƴ ƛƴ ǘƘŜ ƎǊƻǳǇŜŘ ōȅ ŦƛŜƭŘ ƻǊ ŘǊŀƎ ƛǘ ōŀŎƪ Řƻǿƴ ǿƛǘƘ 

the other column headings. 

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

a second click will sort in 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 value in the desired filter field 

and click on the filter icon. This will then display the filter options available. To remove the filter click on the 

ŦƛƭǘŜǊ ƛŎƻƴ ŀƴŘ ǎŜƭŜŎǘ ǘƘŜ άbƻCƛƭǘŜǊέ ƻǇǘƛƻƴ ŀǘ ǘƘŜ ǘƻǇ ƻŦ ǘƘŜ ƭƛǎǘΦ 

Reports generated from the Request, Problem, Change 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 details of an individual Request, 

Problem, Change or Task. 

 

¶ Creating Charts 

LŦ ŀ tƛŜ ƻǊ /ƻƭǳƳƴ ŎƘŀǊǘ ǊŜǇƻǊǘ ǘȅǇŜ Ƙŀǎ ōŜŜƴ ǎŜƭŜŎǘŜŘ ǘƘŜ ά!ǾŀƛƭŀōƭŜ CƛŜƭŘǎέ ŀƴŘ ά{ŜƭŜŎǘŜŘ CƛŜƭŘǎέ ǿƛƴŘƻǿǎ 

will be removed as they are not applicable to these types of reports. 

An additional ƻǇǘƛƻƴ ŦƻǊ ǘƘŜ tƛŜ ŀƴŘ /ƻƭǳƳƴ /ƘŀǊǘǎ ǿƛƭƭ ōŜ ǘƻ ά{Ƙƻǿ {ǳƳƳŀǊȅ DǊƛŘέΦ ! ǎǳƳƳŀǊȅ ƎǊƛŘ ŘƛǎǇƭŀȅǎ 

the same information that is represented in the Pie or Column chart in a grid format along with a grand total. 

Select the Master Table from the drop down list. The 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 
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Changes Change 

Tasks Action 

{ŜƭŜŎǘ ŀ άDǊƻǳǇŜŘ .ȅέ ŦƛŜƭŘ ŦǊƻƳ ǘƘŜ ŘǊƻǇ Řƻǿƴ ƭƛǎǘΦ !ƭƭ ƻŦ ǘƘŜ Řŀǘŀ ŦƛŜƭŘǎ ŦǊƻƳ ǘƘŜ ƳŀǎǘŜǊ ǘŀōƭŜ ǿƛƭƭ ōŜ 

displayed in the drop down list. 

The final step is to apply any filters to the report. Please see 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 

in the selected category. After the report has been saved the design layout can be modified by selecting the 

design layout button next in the report category list. See below for details on the design layout. 
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Creating a Trend Chart  

Select the Master Table from the drop down list. The 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 

Changes Change 

Tasks Action 

  

¦ƴƭƛƪŜ ǘƘŜ tƛŜ ϧ /ƻƭǳƳƴ ŎƘŀǊǘǎ ǘƘŜ ¢ǊŜƴŘ /ƘŀǊǘ Ƙŀǎ ŀ άbƻ DǊƻǳǇƛƴƎέ ƻǇǘƛƻƴ ŀǾŀƛƭŀōƭŜ ŦƻǊ ǘƘŜ DǊƻǳǇ .ȅ 

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 list of available 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 and the options available are Day, Week, Month, 

Quarter and Year. 

There are additional options to select whether the trend chart will be a Line or Bar chart and whether the 

orientation is vertical or horizontal. 

The final step is to apply any filters to the report. Please 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 

in the selected category. After the report has been saved the design layout 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. 
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Report Design Layout  

The report design page allows you to modify the layout of each report 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 

set the page properties. For more information on form design please see the form design section. 

To change 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. 

To resize a report 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 you see the left and right arrows which will allow you to drag the field to the left or 

right to resize. 
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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 the main form design section. 

 

Exporting Reports  

The Layton ServiceDesk reports can be exported in the following formats, PDF, XLS or CSV. Once a report has 

been run the PDF, XLS and CSV icons will be displayed in the reports sub-menu. Please note that when 

exporting the report in XLS format Excel will prompt you that the file is in a different format to the file 

ŜȄǘŜƴǎƛƻƴ ŀƴŘ ǘƻ ǾŜǊƛŦȅ ǘƘŜ ǎƻǳǊŎŜΦ /ƭƛŎƪ ά¸Ŝǎέ ǘƻ ǘƘƛǎ ǇǊƻƳǇǘ ŀƴŘ ǘƘŜ ǊŜǇƻǊǘ ǿƛƭƭ ōŜ ŘƛǎǇƭŀȅŜŘ ŀǎ ŀƴ ·[{ ŦƛƭŜΦ 

Quick Tip: When you export a report to PDF or schedule the report, the data grid and charts are automatically 

scaled to fit the 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 layout, however, 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 

get across the page. 

 

PDF Reports 

In report design mode on the floating toolbar there is a PDF icon which allows you to see the report PDF 

Settings. Each Layton ServiceDesk report can have its own PDF setting. The PDF settings include many options 

such page format (E.g. US Letter, A4, etc.), page orientation (Portrait or Landscape), margin settings along 

with header and 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 password options: 

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 document when it is created and the correct Owner (admin) password entered. 

The User setting is the password you would 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 sent via email in a PDF format. The 

scheduled reports are processed by the LaytonServiceDesk service which is running on the Layton 

ServiceDesk IIS server. The process to create a schedule a report works in a same manner as scheduling a 

recurring Task. 

To schedule a report click on the Schedule Report icon in the Reports sub-menu. 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. 

Click on the add new icon to add a new schedule. You will then receive a pop up window which will allow you 

to select the report that you want to schedule from the drop down list of reports. Once you have selected the 

report you can create the schedule. Once the schedule is saved the email message page will be displayed. 

Enter the email address that the report is 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 returned you to the 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 and Statistics 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 | Company Structure | Manage 

Analyst | Settings |Site Access | Statistics Access. 

If an Analyst is 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 report basis. To restrict analyst access to a particular 

report click on the edit report icon 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 reports have the access 

ǊŜǎǘǊƛŎǘƛƻƴ ǘǳǊƴŜŘ ƻŦŦΦ ¢ƻ ǘǳǊƴ ƻƴ ǘƘŜ ǎŜŎǳǊƛǘȅ ǎƛƳǇƭȅ ǎŜƭŜŎǘ ǘƘŜ άwŜǎǘǊƛŎǘ !ŎŎŜǎǎέ ōǳǘǘƻƴ ŀƴŘ ǎŜƭŜŎǘ ǘƘŜ 

Analysts which are to have access to this report. 

 

Copying a Report 

The Copy report button allows you to create a copy of an existing report and 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 report icon 

for the report that you want to copy. Then in the main report builder page rename the report and then select 

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 a report will overwrite any existing report with the same name. 

 

 

CALENDAR chapter. 

 

Absence Types can be set up using Administration |Company Structure | Manage Analyst Absence Type. 

Any Absence Type can be defined, including work related absences such as Site 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 pre-defined or input before the system is implemented or input as required or άƻƴ ǘƘŜ Ŧƭȅέ 

as Requests are received.  Also, if End Users are given direct access to the system and the option is switched 

on, then they can register themselves as and when they connect to the ServiceDesk for the first time. 

All methods can be used 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 satisfactory but 

if not you can add or delete data fields as required by using Administration | Data Design | End User Data 
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and then modify the End User form by using Administration | Form Design | End User.  For more 

information see the DATA DESIGN and FORM DESIGN sections. 

The five methods of defining End Users are: 

1. Import End Users via Active Directory (LDAP)  
2. Import End Users (from a text file) 
3. Manage End User ς Manual Entry 
4. End User Self Registration 
5. !ŘŘ 9ƴŘ ¦ǎŜǊǎ άƻƴ ǘƘŜ Ŧƭȅέ 

 

¶ Import End Users via Active Directory (LDAP)  

 

End Users can be imported through the Active Directory LDAP protocol.  Layton ServiceDesk also provides the 

ability to connect to multiple LDAP servers.  For more information see the LDAP (Active Directory) - IMPORT 

END USERS  section.  

 

¶ Import End Users (from a text file)  

 

End User information can be imported using a tab separated text file.  An example import file is located in the 

[ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ installation directory in the Import sub folder, i.e. LaytonServiceDesk\Import. This can 

be used as the basis for importing end users. 

Once the import file has been created then the data can be imported into [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ.  If you create 

your own import file that was exported from another program, ensure it is in a tab delimited format.  The 

import file will be displayed so simply select the file and user data will be automatically imported. See the 

IMPORT END USER (.CSV, .TXT) section for more information.  

 

¶ Manage End User ɀ Manual Entry  

 

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

Administration | Company Structure | Manage End User.  On selection of this menu item 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 required.  On selecting the Add New button  a blank End 

User form will enable you to enter details of a new End User.  Remember to select the Save icon to create the 

new End User.  Using the Cancel icon will close the form without saving any details.  If [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ 

has exceeded your license limit 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 see the Request Classes 

section. 

 

¶ End User Self Registration  

 

End Users can register themselves when they first connect to the system, provided End User access is allowed 

and the system is configured to provide the End User Registration. This is done by selecting Administration | 

General Settings | Security | Global End User Security | and turning the setting for ά!ƭƭƻǿ 9ƴŘ ¦ǎŜǊ wŜƎέ to 

άhƴέΦ LŦ ǘƘŜ ƻǇǘƛƻƴ ƛǎ ǎŜǘ ǘƻ άhŦŦέ ǘƘŜƴ ǘƘŜ 9ƴŘ ¦ǎŜǊ wŜƎƛǎǘǊŀǘƛƻƴ ōǳǘǘƻƴ ƻƴ ǘƘŜ Layton ServiceDeskϰ ƭƻƎƻƴ 

screen will not appear.  

Also, in the Global End User Security Section you can set whether End Users are allowed to change their user 

details by setting the option ά!ƭƭƻǿ 9ƴŘ ¦ǎŜǊ aŀƛƴǘέ ǘƻ άhƴέ ƻǊ άhŦŦέΣ ŀǎ ǊŜǉǳƛǊŜŘΦ  LŦ ǘƘƛǎ ƻǇǘƛƻƴ ƛǎ ǎŜǘ ǘƻ 

άhŦŦέ ǘƘŜƴ ǘƘŜ aŜƴǳ ƻǇǘƛƻƴ άaȅ 5Ŝǘŀƛƭǎέ will not appear for End Users.  If [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ has exceeded 

your license limit end users will not be able to self register as the Registration button will be removed. 

 

¶ !ÄÄ %ÎÄ 5ÓÅÒÓ ȰÏÎ ÔÈÅ ÆÌÙȱ 

 

¢Ƙƛǎ ƛǎ ǿƘŜǊŜ 9ƴŘ ¦ǎŜǊ ŘŜǘŀƛƭǎ ŀǊŜ ƛƴǇǳǘ άƻƴ ǘƘŜ Ŧƭȅέ ƻǊ ƛƳƳŜŘƛŀǘŜƭȅ ǿƘŜƴ ƴŜǿ 9ƴŘ ¦ǎŜǊǎ ŀǊŜ ŎŀƭƭƛƴƎ ǘƘŜ ƘŜƭǇ 

desk for the first time and are not known or registered on the system.  When a new Request is being logged, 

ōȅ ǳǎƛƴƎ ǘƘŜ ά{ŜƭŜŎǘ 9ƴŘ ¦ǎŜǊέ ƛŎƻƴ ŀƴŘ ǘƘŜƴ ǘƘŜ ǎŜŀǊŎƘ ƻǇǘƛƻƴΣ ǘƘŜ Add New icon is made available.  Then 

new End User details can then be entered.  If [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ has exceeded your license limit you will 

not be able to add new end users. 

 

CREATE AND DEFINE LIBRARIES 
 

The next stage is to define the library information.  Libraries are user-defined and provide pre-determined 

information or structures needed for creating and progressing Requests, Problems & Changes.  

 

Although it is advisable to create the Libraries before implementing the system, they can always be added to 

or changed at any time by Analysts with Administration access.  Any changes will be cascaded through the 

system so all records will be amended accordingly. 

All menu options are located using Administration | Libraries.  

o Request Classes 
o Request Type 
o Request Statuses 
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o Request Templates 
o Task Types 
o Recurring Tasks 
o Priority / SLA 
o Problem Statuses 
o Change Types 
o Change Statuses 
o Services 
o Impact 
o Urgency 
o Email Key Words 
o Cost (Catalogue) Items 
o Email Bodies 
o Drop Down Lists 
o Brands 

 

¶ Request Classes 

 

Request Classes are used to define multiple Request forms, for example; Incident Request or Service Request 

or New User Requests.  Different forms can be designed for Request, Spawned Request and End User 

Request for each Request Class.  See the FORM DESIGN section for more details. When a new Request Class is 

initially created, the newly created Request Class will inherit its associated Forms from the (Default) Request 

Class.  By default Layton ServiceDeskϰ ǎƘƛǇǎ with one default Request Class. 

Request Classes can also be linked to Request Types so only certain Request Types are displayed for a 

particular Request Class.   Simply select the edit button in the Request Type column and a pop up window will 

display the full list of available Request Types.  Apply a check next to the Request Types that are to be 

displayed when logging a request for this Request Class. 

 

²ƘŜƴ ŎǊŜŀǘƛƴƎ ŀ wŜǉǳŜǎǘ /ƭŀǎǎ ǘƘŜǊŜ ŀǊŜ ǘǿƻ ƻǇǘƛƻƴǎ ŀǾŀƛƭŀōƭŜ ŦƻǊ ά!ŘŘ ǘƻ bŜǿ 9ƴŘ ¦ǎŜǊέ ŀƴŘ ά/ƭƻǎŜ 

Requeǎǘ ²ƘŜƴ ¢ŀǎƪǎ /ƻƳǇƭŜǘŜŘέΦ   LŦ ǘƘŜ ά!ŘŘ ǘƻ bŜǿ 9ƴŘ ¦ǎŜǊέ ƻǇǘƛƻƴ ƛǎ ǎŜƭŜŎǘŜŘ ŀƴȅ ƴŜǿ 9ƴŘ ¦ǎŜǊǎ ǘƘŀǘ 

ŀǊŜ ŀŘŘŜŘ ǘƻ ǘƘŜ ǎȅǎǘŜƳ ǿƛƭƭ ŀǳǘƻƳŀǘƛŎŀƭƭȅ ōŜ ƎƛǾŜƴ ŀŎŎŜǎǎ ǘƻ ǘƘƛǎ wŜǉǳŜǎǘ /ƭŀǎǎΦ  LŦ ά/ƭƻǎŜ wŜǉǳŜǎǘ ²ƘŜƴ 

¢ŀǎƪǎ /ƻƳǇƭŜǘŜŘέ ƛǎ ǎŜƭŜŎǘŜŘ ǘƘŜƴ ŀ wŜǉǳŜǎǘ ǿƛƭƭ ōŜ automatically closed once any Tasks associated with the 

Request have been completed. 

 

¶ Request Type  

 

The Request Types are the user-defined method of categorizing or grouping Requests and Problems. They are 

used as the basis for assigning individual Analysts and Groups according to Skills and they also link to the 

Solutions Base.  
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Request Types can either appear as a tree structure with no limit to the number of levels or as inter 

dependent drop down lists.  Any level in the structure can be used when logging a Request or 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. 

 
 

 
 

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 particular business 

and operations.  

To set up Request Types go to Administration | Libraries | Request Types. Then simply select the Request 

Type or name at the tree level above the level you require to insert a Request Type and click the Add New 

button. A new sub level can then be defined.  To 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 edit an existing Request Type 

simply click on the Request Type and the options will be displayed.   
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To relocate a Request Type within the tree structure, simply drag the request type to the desired parent 

ƭƻŎŀǘƛƻƴΦ  ¸ƻǳ ǿƛƭƭ ǘƘŜƴ ōŜ ƎƛǾŜƴ ǘƘŜ ƻǇǘƛƻƴ ƻŦ ƳŀƪƛƴƎ ǘƘŜ wŜǉǳŜǎǘ ¢ȅǇŜ ŀ ά{ǳō-/ŀǘŜƎƻǊȅέ ƻŦ ǘƘŜ ǇŀǊŜƴǘ 

request type or merging it. 

When defining a Request Type you can specify a default Priority to place against it.  For example, you might 

want to define a Request ¢ȅǇŜ ǎǳŎƘ ŀǎ ά{ŜǊǾŜǊ 5ƻǿƴέΦ  ¢Ƙƛǎ ƳƛƎƘǘ ōŜ ŀ ƘƛƎƘ ǇǊƛƻǊƛǘȅ wequest Type, so you can 

specify a Priority to put against it. This means that when selected on a Request the Request Type Priority will 

be applied to that Request where the specific Request Type is chosen.  Note; this will override the default 

system priority.  

You can also define a Site or Department Manager or specific Analyst responsible for a particular Request 

Type.  The Request will be automatically assigned on this basis and will override any other assignment rules 

(except for any Business Rules).  For example, a certain type of Service Request may have to be authorized by 

a manager before being assigned based on skills. 

A Request can be defined as ŀƴ άLƴŎƛŘŜƴǘέ ǿƘƛŎƘ ƳŜŀƴǎ ǘƘŜ wequest will be automatically measured against 

the ServiceDesk available time.  The Request Statistics by Incident Report ǿƛƭƭ ǎƘƻǿ ǘƘŜ άŘƻǿƴ ǘƛƳŜέ ŀǎ ŀ 

percentage of the available time. This is useful for measuring availability of business critical Hardware or 

Software Systems.       

To display Request Types as inter dependent drop down lists instead of the tree view when processing 

Requests, the Request Type field is simply added to the Request Form (using Form Design and adding the 

sys_requesttype_id), as many times as there are levels in the structure.  Then by selecting a category from 

the top level drop down list only the sub categories of that category will appear in the next drop down list.   

If you are using Analyst Skills or Group Skills to prompt for assignment, once you have completed the Request 

Types you can now add Skills to the appropriate Analysts or Groups.  See the previous sections Manage 

Analyst and Manage Analyst Groups. 

Also, remember the Request types are used as the main or automatic link to identify a Solution within the 

Solutions Base.  See the SOLUTIONS BASE section for details.  

¶ Request Type Task Templates 

The Request Type Task Template feature provides the ability to create a number of pre-defined Tasks that 

will be automatically created when an Analyst logs a Request and selects this particular Request Type.  The 

Tasks can be dependent on other Tasks if required.  All Tasks will be created simultaneously and arranged in 

order of dependency.  If a task is dependent on another Task then it will not start until the dependent Task is 

completed.  It is also possible to have a Request with multiple simultaneous Tasks.   

 

To create a Request Type Task Template select the desired Request Type in the Request Type tree structure 

and then click on the Manage Task Template icon .  If two or more Tasks are added to the Task Template 

and dependencies are required, then the Dependency column should be selected for the appropriate Task.  
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Tasks that are dependent will have the Task Date or Date Placed set to blank.  Also in the list view of Tasks 

the CompleteŘ 5ŀǘŜ ǿƛƭƭ ǎƘƻǿ ŀǎ ά5ŜǇŜƴŘŜƴǘ ƻn other ¢ŀǎƪǎέΦ  The Request can also be automatically closed 

upon completion of the final task and this is defined when creating / editing Request Classes within Admin | 

Libraries |Request Classes. 

 

¶ Request Statuses 

 

The Request Status identifies the stage or status of a Request.  The normal stages are open or closed however 

ȅƻǳ Ŏŀƴ ŀŘŘ ŀƴȅ ƻǘƘŜǊǎ ǎǳŎƘ ŀǎΣ άǎǳǎǇŜƴŘŜŘέ ƻǊ άƻƴ ƘƻƭŘέΣ ŜǘŎΦ   

To add, delete or change a Request Status use Administration | Libraries | Request Statuses.  

To add or delete select the appropriate action and to modify simply select the Request Status and rename as 

required.  ̧ ƻǳ Ƴŀȅ ŀƭǎƻ ǎŜǘ ǘƘŜ ά{ǳǎǇŜƴŘέ ŦƭŀƎ ƻƴ ŀ ǎǘŀǘǳǎ ǘƘŀǘ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ƳŀƪŜ ǘƘŀǘ ǎǘŀǘǳǎ Ŧreeze the 

escalation process. 

Note: You cannot delete the Closed Status.  

¢ƘŜ ŘŜŦŀǳƭǘ {ǘŀǘǳǎ ŦƻǊ ŀƭƭ wŜǉǳŜǎǘǎ ƛǎ ǎŜǘ ǘƻ άhǇŜƴέ ōǳǘ Ŏŀƴ ōŜ ŎƘŀƴƎŜŘ ǳǎƛƴƎ Administration | General 

Settings |Request Settings and set the Default Status.   

Once a Request is recoǊŘŜŘ ȅƻǳ Ŏŀƴ ŎƘŀƴƎŜ ǘƘŜ wŜǉǳŜǎǘ {ǘŀǘǳǎ ōȅ ǳǎƛƴƎ ǘƘŜ ά/ƘŀƴƎŜ {ǘŀǘǳǎέ ƛŎƻƴ  on any 

ƻŦ ǘƘŜ wŜǉǳŜǎǘ [ƛǎǘ ±ƛŜǿǎΣ ƻǊ ŦǊƻƳ ǘƘŜ ά/ƘŀƴƎŜ {ǘŀǘǳǎέ ƛŎƻƴ ƻƴ ǘƘŜ ǊŜǉǳŜǎǘ ŦƻǊƳΦ    

¸ƻǳ Ŏŀƴ ŀƭǎƻ ŜŘƛǘ ǎǇŜŎƛŦƛŎ ǇǊƻǇŜǊǘƛŜǎ ƻŦ ǘƘŜ ǎǘŀǘǳǎ όƻǘƘŜǊ ǘƘŀƴ ǘƘŜ άŎƭƻǎŜŘέ ǎǘŀǘǳǎύΦ  tǊƻperties such as if the 

End user can use the status, forcing the status color, and choosing the color to force.  The Force status color 

option is useful for when a request is put on hold and changing the default color to something other than 

white, to easily identify from the home screen list views which requests are on hold.   

 

¶ Request Templates  

 

Request Templates allow you to pre-define Request information that can be dropped into the Request form 

by using the apply templates icon when entering a Request or via the QuickAction menu.  The Request 

Template uses the same form definition as the Analyst Request form and any information specified in the 

Template will drop in over the same fields when applied.  Any blank fields in the Template will leave any 

information in the request un-touched. 

To create a new Request Template go to Administration | Libraries | Request Templates and 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 required Request Class.  You are then presented with the Analyst Request Form. Simply fill out all of the 

information in the Template and click the Save icon. 
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A new template is saved with a Default Template name such as Template X. You can rename the Template by 

clicking the Edit Icon in the manage Request Templates screen.  The Templates are very useful for common 

Requests that are logged several times daily.  This will expedite the call logging process when Templates are 

used to pre-define the Request Type, problem description, and solution fields. 

 

¶ Task Types 

 

Tasks or Actions are activities that are required in order to progress or complete a Request, Problem or 

Change.  Alternatively, they can be free standing without any association and could include planned 

maintenance activities (See Recurring Tasks below).  Actions can be scheduled for completion on a certain 

date and assigned to any Analyst with the current assigned Analyst as the default. 

Tasks are added by selecting the Task icon   on the Analyst Request, Problem and Change forms or via the 

Quick Action menu or the Log New menu on the Analyst Home tab. 

Task Types are user defined and use a tree structure similar to the Request Type tree structure.  

 

To set up Task Types use Administration | Libraries | Task Types.  Select the Task Type or name at the tree 

level above the level you require to insert a Task Type and click the Add New button.  A new sub-level can 

then be defined.  To create a new top level Task Type click on the Task Type name at the top of the tree 

structure and click the Add button.  To rename a Task Type simply click on the Task Type and the option will 

be displayed.   

 

To relocate a Task Type within the tree structure, simply drag the Task Type to the desired parent location.  

You will then be given the option of making the Task ¢ȅǇŜ ŀ ά{ǳō-/ŀǘŜƎƻǊȅέ ƻŦ ǘƘŜ ǇŀǊŜƴǘ Task Type or 

merging it. 

 

¶ Recurring Tasks  

 

Recurring Tasks are Tasks that are created automatically according to a pre-defined schedule and are typically 

used for routine maintenance activities.  A Recurring Task can be an individual task or a number of Tasks with 

a dependency workflow. 

 

To create a Recurring Task go to Administration | Libraries |Recurring Tasks.  Click on the Add New button 

and in the pop up 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 Task form will 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 Task will not be linked 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 click 

on the Add button and create another Task. If a dependency workflow is required click on the Dependency 

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 from the Administration |Libraries | Recurring Task section, however if 

required the Recurring Tasks can also be displayed on a separate tab next to an Analysts View My Tasks list in 

the Main Menu | Home | View My Tasks.  This option is an Analyst Security Setting which can be found at 

Administration | Company Structure | Manage Analyst | Settings |Recurring Task Access. 

 

¶ Priority / SLA  

 

Priorities dictate the importance of Requests and escalation times and routes. They are user configurable and 

ŀǊŜ ŘŜŦƛƴŜŘ ǿƛǘƘƛƴ ŀ {[!Σ ŀƴŘ ŀƭǘƘƻǳƎƘ {[!Ωǎ ŀǎ ǎǳŎƘ Ƴŀy not be required, in order to set any Priority, an SLA 

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 an issue that is affecting a single user and has a high urgency would be given a lower Priority than an 

issue that is 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 escalation details can be set manually or the predefined values amended when 

logging a Request.    

 

Even if no escalation or resolution times are needed, the Priority is still defined within a SLA title (but could 

be blank) but with no escalation parameters set.  PǊƛƻǊƛǘƛŜǎ ŀƴŘ {[!Ωǎ ŀǊŜ ŘŜŦƛƴŜŘ ǳǎƛƴƎ Administration | 

Libraries | Priority / SLA. 

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

First set the Priority identity.  If you are not using SLA or escalation times or you only have one SLA, then this 

ŎƻǳƭŘ ǎƛƳǇƭȅ ōŜ ά!έΣ ƻǊ ά.έΣ ŜǘŎΦ  !ƭǘŜǊƴŀǘƛǾŜƭȅΣ ŦƻǊ ƳǳƭǘƛǇƭŜ {[!Ωǎ ǘƘƛǎ ǎƘƻǳƭŘ ƛƴŎƭǳŘŜ ǘƘŜ ƴŀƳŜ ƻŦ ǘƘŜ {[!Σ ƛΦŜΦ 

ά{[!м ς !έΦ  

SLA Information: 

If SLA information (resolution and escalation details) is not required to be pre-set 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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If ά!ƭƭƻǿ 9ǎŎŀƭŀǘƛƻƴ 9Řƛǘǎ ό!ǘ wŜǉǳŜǎǘύέ ƛǎ ǎŜǘ ǘƻ άbƻέ then no expiry or escalation times will be set and the 

Priority will only be used for identification and reporting.  LŦ ǎŜǘ ǘƻ ά¸ŜǎέΣ ǘƘŜƴ ǊŜǎƻƭǳǘƛƻƴ ŀƴŘ ŜǎŎŀƭŀǘƛƻƴ ǘƛƳŜǎ 

can be entered when saving the Request.  To save the Priority / SLA details, select ǘƘŜ ά{ŀǾŜέ ƛŎƻƴΣ ǘƘŜƴ 

continue to create additional Priorities as defined below.   Setting the option to Yes allows all analysts to alter 

the escalation times when the request is to expire. 

SLA Information Required: 

If SLA information (resolution and escalation details) is required to be pre-set, then you can enter any field as 

they are all optional. The resolution time is the number of hours from when the Request was opened.  You 

can then enter from none to three levels of escalation times in hours.  Again, this is the number of hours from 

when the Request is opened.  Please note that the escalation and resolution times take the Default Working 

Hours into account. 

You can select to email any Analyst and re-assign the request to a different Analyst for each level of 

escalation. 

Adding Additional Priorities: 

To continue adding more Priorities to an SLA select ά!ŘŘ bŜǿέ on the Manage Priority / SLA form and then 

ŜƴǘŜǊ ǘƘŜ ǎŀƳŜ {[! ƴŀƳŜ ŀǎ ǇǊŜǾƛƻǳǎΦ  hǘƘŜǊǿƛǎŜΣ ǘƻ ŘŜŦƛƴŜ ŀ ƴŜǿ {[!Σ ǎŜƭŜŎǘ ά!ŘŘ bŜǿέ ŀǎ ŀōƻǾŜ ōǳǘ ŜƴǘŜǊ 

a new SLA Name.    

See Figure 2 below for an example Priority /SLA and the table in Figure 4 for SLA / Priority requirements and 

appropriate actions.  
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Figure 2 - Priority / SLA 
 

 

Manual Setting 

In addition to pre-setting escalation and resolution times against a Priority / SLA, there is also the option to 

override these times or just set any escalation or resolution time manually.  This is achieved by first setting 

the 'Allow Escalation Edits (At Request)' field to 'Yes' in the Administration | Library | Priority / SLA form.  

Then any Requests using that priority will prompt the Analyst or user to enter, edit or confirm the resolution 

and escalation times when the Request is saved.  

The confirmation screen is displayed below in Figure 3.  Simply input or amend any escalation times or the 

expiry time and select Save. To use or revert to any predefined values for the Priority sŜƭŜŎǘ ǘƘŜ ά¦ǎŜ 5ŜŦŀǳƭǘέ 

button.  ¢Ƙƛǎ ōǳǘǘƻƴ ǘƘŜƴ ŎƘŀƴƎŜǎ ǘƻ ά¦ǎŜ {ǘƻǊŜέ ǿƘƛŎƘ ƛŦ ǎŜƭŜŎǘŜŘ ǿƛƭƭ then revert the settings to those 

manually selected for the Request.   
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Figure 3 - Set Manual Escalations 

 

 

Summary of Priority / SLA Requirements: 

 

Priority Requirement Actions  

No SLA needed, no expiry time or 

escalation details required but need 

to set Priorities  

Define SLA with Name and Priorities only. 

ά!ƭƭƻǿ 9ǎŎŀƭŀǘƛƻƴ 9Řƛǘǎέ ǎŜǘ ǘƻ άbƻέ 

No SLA needed but need to set 

expiry time and/or escalation details 

manually at Request logging  

!ǎ ŀōƻǾŜ ōǳǘ ǎŜǘ ά!ƭƭƻǿ 9ǎŎŀƭŀǘƛƻƴ 9Řƛǘǎέ ǘƻ 

ά¸Ŝǎέ  

SLA / Priority details required as pre 

set, but also allow manual editing at 

Request logging 

Define SLA name with Priorities and enter 

resolution and any escalation times. Also 

enter any Email notification and auto 

ŀǎǎƛƎƴƳŜƴǘ ƻŦ wŜǉǳŜǎǘǎΦ {Ŝǘ ά!ƭƭƻǿ 

9ǎŎŀƭŀǘƛƻƴ 9Řƛǘǎέ ǘƻ ά¸Ŝǎέ  

SLA / Priority details required as pre 

set, but do not allow manual editing 

at Request logging 

!ǎ ŀōƻǾŜΣ ōǳǘ ǎŜǘ ά!ƭƭƻǿ 9ǎŎŀƭŀǘƛƻƴ 9Řƛǘǎέ 

ǘƻ άbƻέ  

 
Figure 4 - Priority / SLA Requirements 

 

 

 

Summary of Escalation Process: 
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The escalation process will be initiated when the resolve time or any escalation level is exceeded. The 

following processes can be invoked using the Priority / SLA form: 

 

o An automatic email can be sent to a specified address 

o The Request can be automatically assigned to another Analyst 

o The Request itself as displayed in the list views, will change color 

 

The color setting is defined using Administration | General Settings | Request Settings.  By default the 

Priority escalation color will only be applied to the Priority field in the list views, however if preferred this can 

be changed so that it colors the whole row.  This color setting is found in Administration | General Settings | 

Request Settings | Color Whole Row. 

Note: LŦ ŀ wŜǉǳŜǎǘ Ƙŀǎ ŀ ά{ǳǎǇŜƴŘέ ǎǘŀǘǳǎ ŀƭƭ ŜǎŎŀƭŀǘƛƻƴ ƛǎ ŦǊƻȊŜƴ ǳƴǘƛƭ ǘƘŀǘ ǎǘŀǘǳǎ ƛǎ ŎƘanged to a status that 

ŘƻŜǎ ƴƻǘ ƘŀǾŜ ŀ άǎǳǎǇŜƴŘ ǎǘŀǘǳǎ ƻƴ ƛǘέ 

 

¶ 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.  Problem Statuses are user defined and can 

be created in Administration | Libraries | Problem Statuses.  

 

To add or delete select the appropriate action and to modify simply select the Problem Status and rename as 

required.  ̧ ƻǳ Ƴŀȅ ŀƭǎƻ ǎŜǘ ǘƘŜ ά{ǳǎǇŜƴŘέ ŦƭŀƎ ƻƴ a status that allows you to make that status freeze the 

escalation process. 

Note: You cannot delete the Closed or Open Status.  

The default Status for all Problems ƛǎ ǎŜǘ ǘƻ άhǇŜƴέ ōǳǘ Ŏŀƴ ōŜ ŎƘŀƴƎŜŘ ǳǎƛƴƎ Administration | General 

Settings |Problem Settings and set the Default Status.   

Once a Problem is recorded you can change the Problem {ǘŀǘǳǎ ōȅ ǳǎƛƴƎ ǘƘŜ ά/ƘŀƴƎŜ {ǘŀǘǳǎέ ƛŎƻƴ  on any 

of the Problem List Views or from tƘŜ ά/ƘŀƴƎŜ {ǘŀǘǳǎέ ƛŎƻƴ ƻƴ ǘƘŜ tǊƻōƭŜƳ form.    

You can also edit specific properties of the status (oǘƘŜǊ ǘƘŀƴ ǘƘŜ άŎƭƻǎŜŘέ ǎǘŀǘǳǎύΣ Ǉroperties such as forcing 

the status color and choosing the color to force.  The Force status color option is useful for when a Problem is 

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

screen list views which Problems are on hold.   
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¶ Change Types 

 

Change Types are user defined and are used to categorize Changes.  Typical Change Types include, Standard, 

Normal and Emergency, however any number of Change Types can be created. 

To set up the Change Types go to Administration | Libraries | Change Types. 

 

¶ Change Statuses 

 

The Change Status will identify the stage or status of a Change.  Typical Change Statuses may include; 

Reviewing, Testing, In Progress, Cancelled, Failed and Completed.     

 

To add or delete select the appropriate action and to modify simply select the Change Status and rename as 

required.   

 

¢ƘŜ άhƴ {ǘŀǘǳǎέ ǎŜƭŜŎǘƛƻƴ ƻǇǘƛƻƴǎ ƻŦ /ƻƴǘƛƴǳŜ ƻǊ /ƭƻǎŜŘ ŘŜǘŜǊƳƛƴŜ ǿƘŜǘƘŜǊ ǘƘŜ ǎǘŀǘǳǎ ƛǎ ŎƻƴǎƛŘŜǊŜd to be 

open or closed.  The Change Statuses can be color coded for easy visual identification within the Change List 

View. 

 

The default Status for all Changes ƛǎ ǎŜǘ ǘƻ άhǇŜƴέ ōǳǘ Ŏŀƴ ōŜ ŎƘŀƴƎŜŘ ǳǎƛƴƎ Administration | General 

Settings |Change Settings and set the Default Status.   

Once a Change is recorded you can change the Change {ǘŀǘǳǎ ōȅ ǳǎƛƴƎ ǘƘŜ ά/ƘŀƴƎŜ {ǘŀǘǳǎέ ƛŎƻƴ  on any 

of the Change List Views or from tƘŜ ά/ƘŀƴƎŜ {ǘŀǘǳǎέ ƛŎƻƴ ƻƴ ǘƘŜ /ƘŀƴƎŜ form.    

 

¶ Services  

 

Services are a list of Business or IT Services that the ServiceDesk will be required to support.  Services can be 

added in Administration | Libraries | Services. 

 

¶ Impact  

 

The Impact is a measure of the effect of an Incident (Request), Problem or Change on a business service or 

process.  Impact is typically used on conjunction with Urgency to determine the Priority.  Impacts are user 

defined and can be created in Administration | Libraries | Impact. 
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¶ Urgency 

 

The Urgency is a measure of business criticality of an Incident (Request), Problem or Change.  The Urgency 

reflects the time available for resolution or avoidance before the impact is felt by the business. Urgency in 

conjunction with Impact is used to determine a Priority.   Urgencies are user defined and can be created in 

Administration | Libraries | Urgency. 

 

¶ 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 (see Converting an Incoming Email into a Request).  Email Keywords help to 

simplify the processing of incoming emails for commonly requested issues. 

 

CƻǊ ŜȄŀƳǇƭŜ ȅƻǳ Ŏŀƴ ǎŜǘ ǳǇ ǘƘŜ ƪŜȅǿƻǊŘ άbŜǘǿƻǊƪέ ŀƎŀƛƴǎǘ ǘƘŜ wŜǉǳŜǎǘ ¢ȅǇŜ άbŜǘǿƻǊƪ LǎǎǳŜέ ŀƴŘ ƛŦ ŀƴ 

ƛƴŎƻƳƛƴƎ ŜƳŀƛƭ ŀǊǊƛǾŜǎ ǿƛǘƘ ǘƘŜ ƪŜȅǿƻǊŘ άbŜǘǿƻǊƪέ ƛƴ ǘƘŜ ǎǳōƧŜŎǘ ƭƛƴŜ ƛǘ ǿƛƭƭ ƳŀǘŎƘ ǘƘŜ ƪŜȅǿƻǊŘ ǘƻ ǘƘŜ 

wŜǉǳŜǎǘ ¢ȅǇŜ άbŜǘǿƻǊƪ LǎǎǳŜέ ŀƴŘ ŎǊŜŀǘŜ ǘƘŜ wŜǉǳŜǎǘ ǿƛǘƘ ǘƘŜ άbŜǘǿƻǊƪ LǎǎǳŜέ wŜǉǳŜǎǘ ¢ȅǇŜΦ ¢ƘŜ wŜǉǳŜǎǘ 

can then be automatically assigned to an Analyst or Analyst Group with the appropriate Skills and given a 

Priority if one is pre-defined for the Network Issue Request Type. 

 

¶ Cost (Catalogue) Items 

 

Cost Items are a list of items or services that may be requested or fulfilled in the process of completing a 

Request, Problem or Change.  Catalogue Items a categorized in a tree 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 Changes through the Cost Sheet along with Labor Charges (see Request Costs). 

 

Cost Items can be added in Administration | Libraries | Cost Items.  Select the Item at the tree level above 

the level you require to insert a Item and click the Add button. A new sub level can then 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 rename 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. 

 

¶ Email Bodies  

 

Email Bodies allow you to modify the text that is in an automated email notification.  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 Settings (see Email Server Settings for details). 

 

The various automatic email notifications can be enabled and the Email Bodies modified by going to 
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!ŘƳƛƴƛǎǘǊŀǘƛƻƴ μ [ƛōǊŀǊƛŜǎ μ 9Ƴŀƛƭ .ƻŘƛŜǎΦ   ¢ƻ ŜƴŀōƭŜ ŀƴ ŜƳŀƛƭ ǎŜƭŜŎǘ ǘƘŜ ά9ƴŀōƭŜέ ŎƘŜŎƪōƻȄ ƴŜȄǘ ǘƻ ǘƘŜ 

ŘŜǎƛǊŜŘ ŜƳŀƛƭ ƴƻǘƛŦƛŎŀǘƛƻƴ όbƻǘŜ ǘƘŀǘ ŀƭƭ ƻŦ ǘƘŜ ά9ǎŎŀƭŀǘƛƻƴέ 9Ƴŀƛƭǎ ŀǊŜ ƎǊƻǳǇŜŘ ǘƻƎŜǘƘŜǊ ǿƛǘƘ ƻƴŜ ά9ƴŀōƭŜέ 

ǎŜŎǘƛƻƴ ǿƘƛŎƘ ǿƛƭƭ ŀǇǇƭȅ ǘƻ ŀƭƭ 9ǎŎŀƭŀǘƛƻƴ ŜƳŀƛƭǎύΦ  ¢ƻ ŜŘƛǘ ǘƘŜ 9Ƴŀƛƭ .ƻŘȅ ŎƭƛŎƪ ƻƴ ǘƘŜ ά9Řƛǘέ ƛŎƻƴΦ 

 

To insert system or 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 field into the email body.  CƻǊ ŜȄŀƳǇƭŜ ƛƴ ǘƘŜ 9Ƴŀƛƭ .ƻŘȅ ŦƻǊ άwŜǉǳŜǎǘ ƛǎ !ǎǎƛƎƴŜŘ ς Notify 

!ƴŀƭȅǎǘέ ȅƻǳ Ƴŀȅ ǿŀƴǘ ǘƻ ƛƴŎƭǳŘŜ ǘƘŜ wŜǉǳŜǎǘ ¢ȅǇŜ όǎȅǎψǊŜǉǳŜǎǘǘȅǇŜψƛŘύ ŀƴŘ ǘƘŜ tǊƻōƭŜƳ 5ŜǎŎǊƛǇǘƛƻƴ 

(sys_problemdesc) field.  See Figure 5 below for a sample email body. 

 

 

Figure 5 - Email Bodies 

 

¶ Drop Down Lists  

 

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

FORM DESIGN).  Drop Down Lists are managed under Administration | Libraries | Drop Down Lists.  After 

creating a Drown List and entering the name selecǘ άLǘŜƳǎέ ǘƘŜƴ ŎƻƴǘƛƴǳŜ ǘƻ ŀŘŘ ƴŜǿ ƛǘŜƳǎ ǘƻ ǘƘŜ ƭƛǎǘ ōȅ 

ǎŜƭŜŎǘƛƴƎ ά!ŘŘ bŜǿ [ƛǎǘ LǘŜƳέΦ  Lƴ ƻǊŘŜǊ ŦƻǊ ǘƘŜ 5ǊƻǇ 5ƻǿƴ [ƛǎǘ ǘƻ ōŜ ǳǎŜŘ ƻƴ ŀƴȅ ŦƻǊƳΣ ǎŀȅ ǘƘŜ wŜǉǳŜǎǘ ŦƻǊƳΣ 

a user defined data field should also be added to the Request table structure in the Data Design section (see 
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DATA DESIGN) and then the Drop Down List will be linked to that data field in the Form Design using the Add 

Drop Down List icon  on the floating Toolbar.  

 

¶ Brands  

 

The purpose of Brands is for situations where Layton ServiceDesk will be used in an environment supporting 

multiple external customers.  For example, as you learn to customize [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ, you will see you 

can also customize the Banners, and Admin Banners with a different logo or text. Typically the new logo will 

be that of the customer who is logging in to the system. 

When adding a Brand name, which is the identifier, a Description is required.  It is recommended to keep the 

name short and simple but clear enough to know what it is for.  For example, creating a brand called 

άaƛŎǊƻǎƻŦǘέ ƻǊ άa{έΣ ŀƴŘ ŘŜǎŎǊƛǇǘƛƻƴ ƻŦ άaƛŎǊƻǎƻŦǘ .ǊŀƴŘέ ŀƴŘ ǘƘŜƴ ǎŀǾƛƴƎ ǿƛƭƭ ŀƭƭƻǿ ȅƻǳ ǘƻ ǳǎŜ ǘƘŜ ŦƻǊƳ 

design to make further changes to the Brand.  Now going to Administration | Form Design | Banner ς you 

will see there are choices for the different Brands.  The default is the one provided by the system, where the 

new one will allow you to customize the banner image, or text to show that of MƛŎǊƻǎƻŦǘΩǎ ƛƴ ǘƘƛǎ ŜȄŀƳǇƭŜΦ 

Once a Brand has been defined you can provide the users with this Brand a specific URL address to log into 

[ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪ ŀƴŘ ǘƘƛǎ ǿƛƭƭ ǘƘŜƴ ŘƛǎǇƭŀȅ ǘƘŜƛǊ ƻǿƴ ǇŜǊǎƻƴŀƭƛȊŜŘ .ŀƴƴŜǊΦ  CƻǊ ŜȄŀƳǇƭŜ ǳǎƛƴƎ ǘƘŜ άa{έ 

Brand used above the 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 

[ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ ŘŀǘŀōŀǎŜΦ   

 

¶ Table Definitions 

 

[ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ ŀƭƭƻǿǎ !ŘƳƛƴƛǎǘǊŀǘƛǾŜ ǳǎŜǊǎ ǘƻ ƳƻŘƛŦȅ ǘƘŜ Řŀǘŀ ǎǘǊǳŎǘǳǊŜǎ ƻǊ ŀŘŘ ŀƴŘ ŘŜƭŜǘŜ Řŀǘŀ ǳǎŜǊ 

ŘŜŦƛƴŜŘ ŦƛŜƭŘǎ ŦǊƻƳ ǘƘŜ ŘŀǘŀōŀǎŜ ǘŀōƭŜǎΣ ŀƭǘƘƻǳƎƘ ǎȅǎǘŜƳ ŦƛŜƭŘǎ όŦƛŜƭŘǎ ǇǊŜŦƛȄŜŘ άǎȅǎψέύ Ŏŀƴƴƻǘ ōŜ ŘŜƭŜǘŜŘΦ  

The default data structures may be adequate, and therefore there will be no requirement to add any user 

defined fields.  Examination of each table under Administration | Data Design will allow decisions to be 

made on any changes.  

You must create any new data fields before completing any Form Designs 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 Settings | 

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 option to 

ά5ŜƭŜǘŜέ ŦƛŜƭŘǎ ǿƛƭƭ ƴƻǘ ōŜ ŀǾŀƛƭŀōƭŜ ŀƎŀƛƴǎǘ ǎȅǎǘŜƳ ŦƛŜƭŘǎΣ ǇǊŜŦƛȄŜŘ άǎȅǎψέΦ  

To add a data field select the Add New icon. You are then presented with a form to enter the Field Name, 

¢ȅǇŜ ό¢ŜȄǘΣ LƴǘŜƎŜǊΣ /ǳǊǊŜƴŎȅΣ 5ŀǘŜΣ ŜǘŎύ ŀƴŘ {ƛȊŜ ŀƴŘ ǿƘŜƴ ŎƻƳǇƭŜǘŜŘ ǎŜƭŜŎǘ ά{ŀǾŜέΦ  

The Field Names do not have to the same as the Form name or label as these are defined using.  Any field you 

do add in data design must be ǇǊŜŦƛȄŜŘ άǳǎǊψέΦ 

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

ǎŜƭŜŎǘƛƴƎ ǘƘŜ ά!ŘŘ ¦ǎŜǊ CƛŜƭŘέ ƛŎƻƴ  on the floating Toolbar in the FORM DESIGN section. 

 

FORM DESIGN 
 

All key forms or screens displayed by the system are user configurable.  This means that field names or labels 

Ŏŀƴ ōŜ ŎƘŀƴƎŜŘΣ ŦƛŜƭŘǎ ƳƻǾŜŘ ŀǊƻǳƴŘ ǳǎƛƴƎ άŘǊŀƎ ŀƴŘ ŘǊƻǇέ ǘŜŎƘƴƛǉǳŜ ŀƴŘ database fields removed or added 

as required.  

New data fields you wish to add to a form should have been created previously using DATA DESIGN. The 

following is the list of all forms that can be amended using Administration | Form Design and 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 designable 

for each Request Class that is defined. 

Analyst Request Request form used by the Analyst to log and progress Requests.  
N.B. If you have multiple request classes defined. A separate form is designable 

for each Request Class that is defined. 

Spawned Request Spawned Request form used by the Analyst to log and progress Spawned 
Requests.  
N.B. If you have multiple request classes defined. A separate form is designable 
for each Request Class that is defined. 

Problem Defines the Problem form used by Analysts for logging and processing Problems. 
N.B. The Problem form will only be available if the Problem & Change function is 
enabled in Administration | System Settings | Application Settings. 

Change Defines the Change form used by Analysts for logging and processing Change 

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

Analyst Defines the Analysts Attributes for creating / amending Analysts. 

End User Defines 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 the Site form 

Department Defines the Department form 

Solutions Defines the Solution form used when creating and displaying Solutions 

Login !ƭƭƻǿǎ ȅƻǳ ǘƻ ŎƘŀƴƎŜ ǘƘŜ ŦƻǊƳŀǘ ƻŦ ǘƘŜ [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ ƭƻƎƻƴ ǎŎǊŜŜƴ 

Login End User Allows you to change the ŦƻǊƳŀǘ ƻŦ ǘƘŜ [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ 9ƴŘ ¦ǎŜǊ ƭƻƎƻƴ 
screen 
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Login Analyst !ƭƭƻǿǎ ȅƻǳ ǘƻ ŎƘŀƴƎŜ ǘƘŜ ŦƻǊƳŀǘ ƻŦ ǘƘŜ [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ !ƴŀƭȅǎǘ ƭƻƎƻƴ ǎŎǊŜŜƴ 

Priority / SLA Used for defining the Priority / SLA details: times and escalation process 

Register End User 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 and displaying 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 User Req Search parameters for finding and displaying End User Requests to the End Users 

 
Figure 6 - List of Designable Forms 

 
 

 
Each form is edited in the same way.  Dragging the 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 or image, 

can be displayed and amended by selecting the object and amending the properties of that object.  The 

example in Figure 7 shows the Analyst Request form as displayed in the form design mode. 

 
 

Figure 7 - Analyst Request Form Design 
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A Toolbar is 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.  Additional Toolbar icons 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.  See Figure 8 for 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. 

 

¶ Using the Form Design Toolbar  

 

Toolbar Overview  

Select the form you wish to modify from the Form Design menu.  The floating Toolbar (see Error! Reference 

ource not found.) provides you with access to the different form elements and properties.  

User Field, System Field and Drop Down Lists are all data bound elements that input data to fields in the 

bound table.  Labels are static text on the form.  Images allow static images to be placed on the form and 

Page properties affect the back color of the form. 

                                                                        

 

Figure 8 - Design Toolbar 

 

System fields and Buttons are special reserved fields that are required by the ServiceDesk system. 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 defined in the Application Terms 
section. To make a label display a system term specify the term inside {{  }} 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}}   π !ƴŀƭȅǎǘ  
{{enduser}}   π 9ƴŘ ¦ǎŜǊ  
{{request}}  π wŜǉǳŜǎǘ  
{{requesttype}}   π wŜǉǳŜǎǘ ¢ȅǇŜ  
 
A full list of system terms are defined in the Application Terms section. 

 

¶ Defining a new field  

To add a new field label, select the Add Label icon   from the toolbar and set the properties and press 

ά{ŀǾŜέΦ  ¢ƘŜ ŦƛŜƭŘ ƭŀōŜƭ ǿƛƭƭ ƴƻǿ ŀǇǇŜŀǊ ŀǘ ǘƘŜ ǘƻǇ ƭŜŦǘ ŎƻǊƴŜǊ ƻŦ ǘƘŜ ǎŎǊŜŜƴΦ  {ƛƳǇƭȅ ƎǊŀō ǘƘŜ ǎmall square 

handle at the top left corner of the label and drag the label to the required position on the form.  

 

¢ƘŜ ά{ƴŀǇ ǘƻ DǊƛŘέ ƛŎƻƴ  on the Toolbar is used to define the number of pixels between position settings 

on the form and helps with the alignment of fields and labels.  The pixel setting is defined in Administration | 

Form Design | Settings. 

Now select one of the icons to add the required data field, either:  

  Add User Data Field π ǳǎŜǊ ŘŜŦƛƴŜŘ ŦƛŜƭŘǎΣ Ƴǳǎǘ ǇǊŜǾƛƻǳǎƭȅ ƘŀǾŜ ōŜŜƴ ŀŘŘŜŘ ǳǎƛng DATA DESIGN.  

  Add System Field ς pre defined system fields available for this form. 

  Add Drop Down List ς any pre defined Drop Down List which is then applied to a user data field.  

 

Whichever option is selected they all act in the same way.  Select the required data field from the DB Field 

pick list and set the required properties (see Figure 12 - Summary of Form ObjectsύΦ ¢ƘŜƴ ǎŜƭŜŎǘ ά{ŀǾŜέ ǘƻ 

return the form design screen. 

  !ŘŘ wŜŀŘπhƴƭȅ ς provides support for adding display only fields from other tables on the form being 

designed.  Read-Only fields will appear as labels on the form. 
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¶ Editing Objects  

 
Any object; labels, data fields or button images, can be amended by simply selecting the object within the 
form. The properties of that object will be displayed for yoǳ ǘƻ ŜŘƛǘ ŀǎ ǊŜǉǳƛǊŜŘ ŀƴŘ ǎŜƭŜŎǘ ά{ŀǾŜέ ǘƻ ǊŜǘǳǊƴ ǘƻ 
the form design screen.  
 

¶ Adding Images   

 
You can add static images to forms by selecting the Add Image button on the Toolbar.  This will launch a pop 
up control which allows you to browse to the image location (see Figure 9 below).  All Layton ServiceDesk 
images are held in the Application Images folder and it is recommended that any custom user images be 
placed in the Application_Images/User sub-folder.   

 
 

Figure 9 - Adding Images 
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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 image location.  
Once the image location has been specified click the upload button and the image will be uploaded into the 
User folder.  To select the image double click on the image name. 
 
Each element on the Form has a layer order.  You have the ability with images to bring them to the front of 
the layer or send them to 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 layer is left where it is.  To change the layer details click on the image to 
view the image properties. 
 

¶ Adding Hyperlinks  

 

Hyperlinks can be added to any form by clicking the Add Hyperlink icon . 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 

in the URL.  For example a hyperlink in the request form can be made to link to an external web application 

and pass in the value of the sys_request_id field in its querystring. Hyperlinks can be made to display in three 

ǿŀȅǎΤ ƛƴ ŀ ƴŜǿ ǿƛƴŘƻǿΣ ǊŜǇƭŀŎƛƴƎ ǘƘŜ ŜƴǘƛǊŜ [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ ǾƛŜǿ ƻǊ ŘƛǎǇƭŀȅ ǘƘŜ ƭƛƴƪŜŘ ŘƻŎǳƳŜƴǘ ƛƴ ǘƘŜ 

current frame.  

Although static text by default, 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 term inside {{  }} in the hyperlink 

caption property. When displayed, the bracketed term will be replaced with the system term.  

Available Terms Are:  

{{user}}   π !ƴŀƭȅǎǘ 

{{enduser}}   π 9ƴŘ ¦ǎŜǊ 

{{request}}   π wŜǉǳŜǎǘ 

{{requesttype}}   π wŜǉǳŜǎǘ ¢ȅǇŜ 

{{solution}}   π {ƻƭǳǘƛƻƴ 

{{eclient}}   π 5ŜǇŀǊǘƳŜƴǘ 

{{action}}   - Action 

{{actiontype}}   π !Ŏǘƛon Type 

{{priority}}   π tǊƛƻǊƛǘȅ 

{{site}}    π {ƛǘŜ 

{{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 to "New Window", the document will be displayed in a new window. "Replace" will 

ŎŀǳǎŜ ǘƘŜ ƭƛƴƪŜŘ ŘƻŎǳƳŜƴǘ ǘƻ ǊŜǇƭŀŎŜ ǘƘŜ [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ !ǇǇƭƛŎŀǘƛƻƴΦ "In Frame" will display the linked 

document in the current frame.  

 

The hyperlink URL property can be specified to pass dynamic querystrings to the linked document. This can 

ōŜ ǾŜǊȅ ǇƻǿŜǊŦǳƭ ŀǎ ƛǘ Ŏŀƴ ŀƭƭƻǿ [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ ǘƻ ǘŀƭƪ ǘƻ ŜȄǘŜǊƴŀƭ ŀǇǇƭƛŎŀǘƛƻƴǎΦ ¢ƻ ƳŀƪŜ ŀ ƘȅǇŜǊƭƛƴƪ 

¦w[ ŎŀǊǊȅ [ŀȅǘƻƴ {ŜǊǾƛŎŜ5Ŝǎƪϰ ŦƻǊƳ ǾŀƭǳŜǎ ǎǇŜŎƛŦȅ ǘƘŜ ŦƛŜƭŘƴŀƳŜ ƛƴǎƛŘŜ ώώϐϐ ƛƴ ǘƘŜ ƘȅǇŜǊƭƛƴƪ ¦w[ ǇǊƻǇŜǊǘy.  

 

When linked, the bracketed field will be replaced with the field value. For Example the URL property of a 

ƘȅǇŜǊƭƛƴƪ Ǉǳǘ ƻƴǘƻ ǘƘŜ !ƴŀƭȅǎǘΩǎ wŜǉǳŜǎǘ ŦƻǊƳΥ myownwebapp.asp?request=[[sys_request_id]] Might be 

passed as: myownwebapp.asp?request=77 

 

¶ HTML Editor  

 

The HTML editor tool provides for easy WYSIWYG HTML formatting and includes a range 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 and Solution 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 select the HTML 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 field by selecting the handle on the top left of the field. 
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See Figure 10 below for a sample of the HTML editor control.   

 

 

Figure 10 - HTML Editor Control 

 

¶ 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 user Request 

Spawn Request 

Problem 

Change 

Solution 

End User Solution. 
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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: 

 

Analyst Request & 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 Description (sys_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_solution_description) 

Comments Button 

Tasks 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_change_rollback) 

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 selecting the settings link under the relevant tab an un-checking 

ǘƘŜ ά{Ƙƻǿ ƻƴ ¢ŀōέ ŎƘŜŎƪ ōƻȄΦ  hƴŎŜ ǊŜƳƻǾŜŘ ŦǊƻƳ ǘƘŜ ²Ŝō ¢ŀō ǘƘŜ ƛǘŜƳ Ŏŀƴ ōŜ ƳƻǾŜŘ ǘƻ ǘƘŜ ǊŜǉǳƛǊŜŘ 

location on the form by dragging the handle of the field in the top left corner.  If the field is not visible 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. 

¢ƻ ǎŜǘ ǘƘŜ ǇǊƻǇŜǊǘƛŜǎ ƻŦ ǘƘŜ ²Ŝō ¢ŀō ŎƭƛŎƪ ƻƴ ǘƘŜ άTabsέ text in the top left hand corner of the Web Tab.  You 

can set the font and font size of the tab labels and the height and width of the Web Tab. 

 

If you do not wish to use the Web Tab and would prefer to have all buttons and fields displayed 

independently on the form, remove all fields from the Web Tab as described above and then click on the 
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Page Properties icon  and un-check the Show Tab option. 

 

 

¶ Summary of Form Objects  

 

Toolbar Icon Properties Description 

  

 Add Label 

Label Value: 

Label Font: 

Label Font Size: 

Label Color: 

Label or name of the Field 

Font on the label 

Font size of the Label 

Color of the Label 

 

 Add Hyperlink 

Hyperlink Caption: 

Hyperlink Font: 

Hyperlink Font Size: 

Hyperlink Target: 

 

Hyperlink URL: 

Hyperlink Color 

Hyperlink Image: 

 

 

Hyperlink Image Text: 

Caption for the Hyperlink 

Font of the Hyperlink 

Font size of the Hyperlink 

Hyperlink Target (New Window, Replace or In 

Frame) 

Hyperlink URL for the document to l ink to 

Color of the Hyperlink caption 

Image for Hyperlink (Supersedes all other display 

properties) Invalid image paths are shown as broken 

image placeholders. 

Hyperlink Image pop up text 

 

 Add User Field 

DB Field: 

Caption: 

Field Font: 

Field Font Size: 

Field Color: 

Field Size: 

Field Height: 

Field Tab Index: 

Add to Tab: 

 

Field Required: 

Field Required at Close: 

Edit Only: 

HTML Editor 

Show on Tab 

The User Defined Field 

Identity of field user on the design 

Font type to be used for the field 

Font size to be used for the field 

Color to be applied to the field 

Field size or length in characters 

Field height in characters 

Tab index or Tabbing order on form 

Adds the field to web tab control (only available on 

the Request, Problem or Change forms) 

Mandatory field 

Mandatory  field before closing  

Allows write access to the field by the selected 

Analysts only. 

Uses the HTML editor control for the field 

Adds the field to the Web Tab 

javascript:saveredirect('page','userrequest',''
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Add Drop Down List 

DB Field: 

 

Drop Down List 

Caption: 

Field Font: 

Field Font Size: 

Field Color: 

Field Tab Index: 

Field Required: 

Field Required at Close: 

Edit Only: 

Name of the user field the Drop Down List will be 

applied to. 

The name of the Drop Down List selected. 

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 in the Drop Down List 

Tab Index or Tabbing order on form 

Mandatory field 

Mandatory field before closing. 

Allows write access to the field by the selected 

Analysts only. 

 

Add System Field 

DB Field: 

Caption: 

Field Font: 

Field Font Size: 

Field Color: 

Field Size: 

Field Height: 

Field Tab Index: 

Field Required: 

Field Required at Close: 

Edit Only: 

 

HTML Editor 

Show on Tab 

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 in characters 

Field height in characters 

Tab index or tabbing order on form 

Mandatory field 

Mandatory field before closing 

Allows write access to the field by the selected 

Analysts only. 

Uses the HTML editor control for the field 

Adds the field to the Web Tab 

 

Add Image 

Select Image Source Location of an image source fi le, i.e. *.gif. All images 

are located within the 

LaytonServiceDesk\Application_Images folder 

See the Adding Images section for further details. 

 
Page Properties 

Color: 

 

 

 

 

 

 

 

Page Background: 

Show Tab 

Sets the background color for a particular form. 
Select the search icon and then click on the required 
ŎƻƭƻǊ ŀƴŘ ǇǊŜǎǎ {ŜƭŜŎǘΦ {ŜƭŜŎǘ ά{ŀǾŜέ ǘƻ ǳǎŜ ǘƘŜ ŎƻƭƻǊ 

and return to the form.  
Note: Background color for all forms is set using 

Administration | System Settings |Application 

Settings. 

 

Sets a form specific background image. 

Displays the Web-Tab on the form.  See the Web 

Tab section for further details. 

javascript:saveredirect('page','userrequest',''
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Preview Mode 

 Displays how form will appear when in use. When 
selected the Toolbar will only display the Design 
Mode icon, see below. 

 
Snap to Grid 

 Turns ON/OFF the snap to grid feature.  See 
Defining a new field for details. 

 
Design Mode 

 This button is displayed on the Toolbar when the 
Preview Mode icon is selected, see above.  Selecting 
the Design Button will return you to the Design 

Mode. 

 
Figure 12 - Summary of Form Objects 

 

QUICK INFO DESIGN 
 

vǳƛŎƪ LƴŦƻ 5ŜǎƛƎƴ ǇŜǊƳƛǘǎ ǘƘŜ ŘŜŦƛƴƛǘƛƻƴ ƻŦ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ǎƘƻǿƴ ƛƴ ǘƘŜ 9ƴŘ ¦ǎŜǊ ŀƴŘ {ƛǘŜ vǳƛŎƪ LƴŦƻ ǇƻǇπ

ups.  This operates in exactly the same way as form design, with the exception that the fields are not editable 

ǘŜȄǘ ōƻȄŜǎ ōǳǘ ƭŀōŜƭǎ ŀƴŘ ǘƘŜǊŜŦƻǊŜ ƴƻǘ ŜŘƛǘŀōƭŜ ŀǘ ǊǳƴπǘƛƳŜΦ 

 

GLOBAL LIST VIEWS / ANALYST LIST VIEWS 
 

This section defines the Global and default List Views. You may be content with the List Views provided 

however you may also like to modify the views to add or remove certain fields and re-order the displayed 

sequence. 

End User Task  

The end user task List view controls the appearance of the End User Task view. End users do not have the 

ability to change their list views.  

End User Request  

The end user task List view controls the appearance of the End User Request view. End users do not have the 

ability to change their list views.  

Default Task  

The Default Task List view controls the appearance of the Default Analyst Task List View. This List View is 

copied to newly created Analyst Profiles.  

Default Request  



 

 

 Layton Technology                                                                                                                                                Page 66 of 178   
 Layton ServiceDesk v6 User Manual v2.0     
 

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 & Change 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 Profiles.  N.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 Default Survey List 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 each individual Analyst enabling them to have their own list 

views.  This is achieved in the Main Menu | My Settings | List View Settings.  Individual Analysts can be 

prevented from changing their List views by changing the settings through Administration | Company 

Structure | Manage Analyst and clicking on Settings, then the various edit list view options.  

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

Requests: Whenever a view or search of Requests is required this will be the default system view  

 

Problems: Whenever a view or search of Problems is required this will be the default system view 
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Changes: Whenever a view of search of Changes is required this will be the default system view 

Tasks: Whenever a view or search of Tasks or actions is required this will be the default system view  

Survey: Whenever a view or search of Surveys this will be the default system view  

Select End User:  ²ƘŜƴŜǾŜǊ ǘƘŜ ά{ŜƭŜŎǘ 9ƴŘ ¦ǎŜǊέ ƛŎƻƴ ƛǎ ǳǎŜŘ ǘƻ ǾƛŜǿ ŀƴŘ ǎŜƭŜŎǘ 9ƴŘ ¦ǎŜǊǎ ŦǊƻƳ ǘƘŜ [ƻƎ 

New Request form, 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 views of Analysts 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 will copy the default List View to each checked user.  

Copy List Views (To Default)  

This is 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.  

 

¶ 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.  However, care should be taken if the actual form title is being amended as this has been already 

defined as an Application Term within the Application Terms section in Administration | System Settings | 

Application TermsΦ ¢ƘŜ ǎǇŜŎƛŀƭ ōǊŀŎƪŜǘǎ άϑϑ ϒϒέ ŀǊƻǳƴŘ ǘƘŜ ǘƛǘƭŜ ŘŜƴƻǘŜ ǘƘŀǘ ǘƘŜ ǘƛǘƭŜ ƛǎ ōŜƛƴƎ ƻōǘŀƛƴŜŘ ŦǊƻƳ 

the.   See Error! Reference source not found. below for a sample of the default Request List View. 
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Figure 13 - Request List View Design Mode 

 

¶ Adding Data Fields.  

 

To add a data field to the list view click the Add Column link in the top left of the list view.  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. 

 

¶ Editing & Deleting Data Fields  

 

To edit or delete any existing data 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 set any property details 

as required; Heading, Field Font, Field Font Size, Field Color, Column Width (in pixels or %), Field and Heading 

!ƭƛƎƴƳŜƴǘΦ  {ŜƭŜŎǘ ά{ŀǾŜέ ǘƻ ǇǊŜǎŜǊǾŜ ȅƻǳǊ ǎŜǘǘƛƴƎǎ ƻǊ ŎƘŀƴƎŜǎ ŀƴŘ ǊŜǘǳǊƴ ǘƻ ǘƘŜ wŜǎǳƭǘǎ {Ŝǘ ŦƻǊƳΦ 

The Toolbar also provides the ability to add a label or image anywhere onto the List View form or change the 

page background color. 

 

¶ Setting The List View Properties   

 

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


























































































































































































































