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INTRODUCTION

Layton ServiceDesk™ is atotal Web based help desk solution providing access forboth support personnel
and end users from anywhere with Web access. Layton ServiceDesk™ has been developed to be
uncomplicated and easy to use and most of all, extremely flexibleand configurable. Screens or pages can be
modified to suit particular needs; datafields can be added, re-labelled, modified and re-positioned as
required. The system has been set with default fields and values, which may well suffice, howeverthe
system provides the tools to make it easy to change the fields and appearance, asrequired.

HOW TO USE THIS GUIDE

This User Guide isintended forall help desk or support personnelin orderforthemto record, progress and
resolve End User requests as well as problem and changes. Although End Users may be giveninstructions
from help desk support personnelon how to operate and use Layton ServiceDesk™, they could be given
access to this User Guide for theirrelevantinformation.

System Administrators should read Chapter 2System Overview to understand the system architecture and
then Chapter1 Introduction forinstallation instructions and procedures. They should use Chapter3
Configuring the System as the guide to the set-up and configuration of Layton ServiceDesk™ and to
implement the system defaults and options required.

It would be advisable for ALLsupport 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 systemisimplemented, all help desk support personnel should use Chapter4 Using Layton
ServiceDesk™ (Analyst), to assistand guide them in the practical use of Layton ServiceDesk™.

Also End Users could use Chapter5 Using Layton ServiceDesk™ (End User), although the End User Forms will
probably differ fromthe examples shown.

Throughout the document any cross-references to other chapters orsectionsisindicated by hyperlinked text.
To jump to cross referenced section hoverabove the text and then press Ctrl + Click. Figuresthroughoutthe
document are also cross referenced and you canjump to a figure by pressing Ctrl + Click on the figure
reference.

Layton Technology Page 9 of 178
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INSTALLATION PROCEEDURE

1. Runthe MSl installation file. This will take you through the setup procedurefor Layton ServiceDesk™.
The installation procedurewill create the program folder as Layton ServiceDesk v6.0 in the selected
program location duringinstallation.

Note: You may need to stop your IS Services firstin order to geta successful installation. Then re-start all
IIS Services when installationis completed to access the application.

2. The website LaytonServiceDesk will be created under the default web site in [ISunless you specify a
differentlocation duringinstallation. The Default Web Site is recommended.

i'.‘w-','- Layton ServiceDesk

Laytan -
@ ‘ SERVICEDESK

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

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

Wirtual directany:

ILa_l,ltonSewiceD ezk

Phyzical Location:

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

Cancel < Back
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3. Duringtheinstallation you willbe prompted with the Database Tool to Connectto the SQL Server.
You will have the option to Install New Database to create the database for the Layton ServiceDesk™
application. If you have an already existing database, you can select Connect to Existing Database.

& Layton ServiceDesk Database Tool o [=] 3]

Layton o
) | SERVICEDESK

T B
TN B
TN B
ot totutns e 7

4. Specifythe pathto the SQL instance that will host the Layton ServiceDesk™ database (ex:
ServerName\ SQLInstance). Click Install Database. If you chose to connectto an existing database,
click Connectto Database. You will need to select the authentication method to connect to your SQL
serverand may need to provide an authenticated admin account for connection.

@' Layton ServiceDesk Database Tool

Install New Database

SQL Server Login

sever: [SERVERISQL2008 [ D

' Use Trusted Connection

LoginiD: |

Password: I

Database Name: ILaytonServiceDesk

Install Database

Layton Technology Page 11 of 178
Layton ServiceDesk v6 User Manual v2.0



/J
L/
LAYTON®
Technology

5. Oncethe databaseis successfully installed and connected to, the Database tool can be closed. This
will completethe Layton ServiceDesk™ installation process. You can now access the Layton
ServiceDesk™ system from any web browserwith access to the server. To test thislauncha web
browseronthe serverand enterthe following URLaddress
http://localhost/LaytonServiceDesk/login.aspx where “localhost” is the name/IP address of your
server. The default Analystloginis “Admin” with the password “mib”.

Note: It is recommended that you change this password during useraccount configuration forsecurity
reasonsand do not forgetyournew password as itis encrypted and cannot be recovered or changed if
forgotten.

SYSTEM OVERVIEW

SYSTEM CONCEPTS AND TERMINOLOGY

Itisadvisable toread and understand the system concepts and terminology before proceeding with the
installation and configuration in orderto obtain agood understanding of the system terms and functionality.
The general systemterms can all be renamed, butare referred toin all documentationintheiroriginal
terminology.

e Requests

The core of the systemis based around creating, progressing, trackingand reporting Requests (or Incidents
using ITIL Terminology). ARequestisan End User or Customersubmitted call, request orincident which can
relate toany area that the End User or Customerrequires support orassistance.

A Requestcantherefore be anincident, arequestforinformation ortraining, arequest for new hardware,
software orotherservices, 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 Entereddirectly bythe End User / Customer

o Createdautomaticallyby email

o Notified by email but created by the support Analyst

Layton Technology Page 12 of 178
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e Problems

Problem Managementisakey componentof ITIL (IT Infrastructure Library). The purpose of Problem
Managementis to identify and resolve the root causes of problemsin the ITinfrastructure and therefore
eliminatefuture incidents relating to this problem.

The Problem & Change Managementfunctionsin Layton ServiceDesk are enabled by default, howeverif your
ServiceDeskis notITbased or does notrequire thisfunctionitcan be disabled by goingto 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 supportAnalystcangenerate aProblemfroma Request
o AsupportAnalystcanconvertan incomingemail intoaProblem

e Changes

Change Managementisanotherkey ITILcomponent. The main objective of Change Managementisto
ensure standardized procedures for the handling of changesto the IT infrastructure. This will helpto
minimize the impacton services and prevent orreduce the impact of related incidents.

Requests for Change may resultfrom Problems that have beenidentified in the ITinfrastructure which
requires a Change to resolve the underling root cause orthey may arise frominitiatives seeking toimprove
services and efficiencies.

The Problem & Change Management functionsin Layton ServiceDesk are enabled by default, howeverif your
service deskisnot T based or does not require thisfunctionit can be disabled by going to Administration |
System Settings | Application Settings | Enable Problem & Change.

Changes can be created using one of the following methods;

Manually created by the support Analyst

A support Analyst can generate a Change from a Request

A support Analyst can generate a Change from a Problem

A Support Analyst can convertan incoming email intoa Change

o O O O

e SystemAccess and Menu Structure

Layton ServiceDesk™ supports two types of useraccess, Analystand End User (see below for definitions). In
addition, Analysts have anotherlevel of security or system access known as their “Security Group”. There are

Layton Technology Page 13 of 178
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two “Security Group” 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. Analystsinthe Administrator group can access the

Administration menu by clicking the administrationicon "= inthe main menu.

The main system processingis conducted onthe 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 forall Analysts using Administration | Global List Views | Default List Views. Individual
Analysts can also create theirown 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
the system, e.g. Open Requests assigned forthe Analystlogged on. The Analyst’s Home Page settings can be
accessed using Main Menu | Settings | Home Screen. Global list views can also be copied downto all
Analysts. If needed, you can enforce the list view so individualanalysts cannot change the view you create.
For more information see GLOBALLISTVIEWS / ANALYSTLIST VIEWS.

e EndUsers

The End User is the person or user of equipmentorserviceswho willlogor submita Requesttothe
ServiceDesk. End Users can be given accessto logand progress their Requests or alternatively Requests can
be logged ontheirbehalf. End Users can alsolog Requestsviaemail.

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

The End User is given access to the ServiceDesk tologand progress theirown Requests through screens or
pages designed by the ServiceDesk Administrators. End Users have simple Menu options which provide them
with the ability tologand progress theirown Requests.

End Users can also be given access to the “Self Service” feature where they can search the Solutions Base in
orderto solve theirown problems without necessarily havingtolog a Request. Providingyour End Users
with accessto the “Self Service” featurecan helptoreduce the numberof Requestsloggedinthe system
which will reduce the workload of the ServiceDesk staff.

Once an End User logs a Requestit can be recorded onthe system as an ”Unassigned Request”,i.e. no
Analyst has beenassignedto the Request, or it can be automatically assigned to an Analyst or Analyst Group
dependingon skillsand/orwork load. If auto assignmentis switched off using Administration | General
Settings | Auto Assignment Options, then the Unassigned Request will appearin the Main Menu |Home |
View Request | Unassigned Request drop down filter. The number of Unassigned Requestsinthe system
will alsobe displayed in the Requests Statistics section of the Dashboard.

Layton Technology Page 14 of 178
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Any Analyst can then view the Unassigned Requests and take assignment of any Request by selecting the

“Take Assignment"E iconunderthe Assignee column. Otherwise, with the auto assignment option on, the

Requestwill appearinthe relevant Analystlist viewor Analyst Group Que ue.

End User Requestslogged by email will follow the same procedure as above inthat they can be created as
unassigned orautomatically 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 queueis accessed by clicking on the e mail icon inthe main menu.
For an Analystto be able to view the Email Pending queuethey 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. Forinformationon
configuringthe 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 modifiedin
Administration | Libraries | Email Bodies.

End Users can registerthemselves when they access the ServiceDesk for first time providing the optionis
switched on using Administration | General Settings | Security | Global End User Security | Allow End User
Self Registration. Alternatively End Users can be initially setup one at time orimported from Active
Directory or added as Requests are logged. Formore information onimporting End Userfrom Active
Directory please see the LDAP (Active Directory) - IMPORT END USERS section.

e Analysts

The Analystis the ServiceDesk technician or Support Analyst orengineer 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 " aswell.
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 howeverthe Main Menu does provide the ability to define Analyst settings and personal list views. A
typical ServiceDesk may consist of the firstline ServiceDesk analysts all of whom may or may not have
Administration access and the support analyst, who would probably not have Administration access.

Layton Technology Page 15 of 178
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e AnalystGroups

The system provides the ability to record and assign Requests to Analyst Groups as well as individual
Analysts. Therefore, the first level or ServiceDesk Team could be defined as a Group such as “ServiceDesk
Group” and additional orsecond levelsupport areas could have anumber of Groups defined, i.e. Hardware
Support, Software Support or Networking Team. Analysts can belongto 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
requestbeinglogged.

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.

e RequestOwnership

Requestownership and assignmentis very flexible butitisimportant to understand and definethe working
method required. ARequestis "owned" by an Analyst, which can beinitially defaulted to the logged on
ServiceDesk Analyst and although subsequently the Request can be assigned to another Analystand/or
Group, the ownership can stay with the original ServiceDesk Analyst. This way the Analystisin control of the
Requests he hasreceived 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 optionis 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.

e RequestAssignment

Request Assignmentiswhere a Requestis assigned to an Analyst or Analyst Group to resolve orrespond. A
Request can be assignedto anyindividual Analyst, whethera memberof a Group or not, or assignedtoa
Group with or withoutalso assigning to a specific Analyst.

If the RequestisassignedtoaGroup withoutalso assigningto a specificAnalyst, then the Request willappear
inthe Analyst Group Queue waitingforan Analystinthe Group to “Take Assignment” by selecting the Take

AssignmentE iconunderthe Assignee column inthe Request List view.

Requests can be automatically assigned orthe Analyst or Group suggested by the system, based on either
Skillsand/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 dependingon
individualRequest Types. These can be Site or Department managers or specified Analysts who can be

Layton Technology Page 16 of 178
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responsible for certainissues which willoverride any general skills assignment.

Additional Auto Assignment options can be configured using the Business Rules feature which can override
otherauto assignmentoptions. For example, youmay wantto create a Business Rule sothatif your CFO
logs arequest, thenitisautomatically 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 forfurther details onthe auto assignment settings.

e Comments

Comments are updates or notes that can be appendedtoa Request, Problem or Change asit progresses
through the system. Comments can be added to a Request by both the Analystandthe End User. Analysts
may post Comments with a Publicor Private statusto eitherallow (Public) ordisallow (Private) End Users
fromseeingthe Comment.

When an Analystadds a publicCommentto a request Layton ServiceDesk can send an email notification to
the End User which contains the details of the Comment. Conversely if the End Useradds a Comment Layton
ServiceDesk will send an email to the Analystthatis assigned to the Request.

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

Ifan End User repliestoa Commentfrom an Analystviaemail, Layton ServiceDesk can automatically convert

thisemailintoa Commentonthe related request. Layton ServiceDesk will then emailthe Analyst with the
details of the End User’'s Commentand send an acknowledgment to the End User.

e TasksorActions

Tasks or Actions are activities thatare eitherrequiredin orderto progress or complete aRequest, Problem or
Change. Alternatively, Tasks can also be free standing without any association. Tasks can be assigned toan
Analystand scheduled forcompletion by a certain date.

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

Request Type section.

Thereis also a Recurring Task facility which will automatically create Tasks on a regularschedule. Thisisa
great feature forroutine maintenance tasks. The Recurring Tasks also allow fora task work flow if required.
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For more information please see the Recurring Tasks section.

e PrioritvandService Level Agreements

Priorities can be setfor Requests and Problems and the priority level will be used determine the orderin
which they are resolved, based on theirimportance orimpact onthe Company. Priorities belongtoaService
Level Agreement (SLA), and although SLA’s may not be required, if Priorities are used then astandard or
implied Service Level will exist. Any number of SLA’s can be defined with different Priorities to suit various
needs.

Priorities can also be assignhed to specificRequest Types and they can also be applied to specificSites. For
example adifferent SLA could be used fora Request placed on a third party, i.e. PCsupplier.

A Priority will have atime toresolution and up tothree levels of escalation ortimes when the Request or
Problem will escalate. On any escalation level an email can be sentand/orthe Request can be reassigned.
For more information on defining Priorities and SLA’s see the Priority / SLA section.

e Requestand Problem Escalation Process

The escalation processis setagainst the Priority within an SLA and is defined using Administration | Libraries
| Priority / SLA. A resolve time, orexpected timein hoursthe Request or Problem should be completed by,
isdefined togetherwith uptothree 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 escalationlevel is exceeded.

At the point of escalation an automaticemail can be sentto a specified address(s) and/orthe Request or
Problem can be automatically re-assigned to another Analyst. Also, the Request or Problemitself as
displayedinthe 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 - When
configuringthe working hours for Layton ServiceDesk, you may want to consider how the systemwill run. It
isimportantto 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 yourServiceDesk run 24 hours a day or only from standard office hours (e.g., 8AM-5 PM)?
If standard office hours are to be used then the Priority/SLA’s can be set to count total working hours, as
opposedtoa 24 hour process. For example, if you run standard office hours (based on 8 AM-5 PM), and you
want a specific Priority to expire within 3days, then you would only count the total working hours for 3 days,
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whichis 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.

e ChangeAdvisoryBoard (CAB)

Change advisory boards (CAB) assistin the assessment, prioritization and approval of Requests for Change
(RFC). The CAB groupis generally made up of Analysts that are chosen to ensure that the change requestis
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
offerthe different perspectives necessary to ensure properdecision making. ACAB isan integral part ofa
defined Change Management process designed to balance the need for change with the need to minimize
inherentrisks.

The Change Managementand CAB features canalso be used forsystemsthatare not justIT focused asthe
Change Process can be applied toany system.

The Layton ServiceDesk Change Approval process caninvolve one or more CAB groups as well asindividual
Approvers. The approval process can alsoinvolve aworkflow process which requires the approval of one
Analystbefore approval is requested by the next Analystin the workflow. For more information on Change
Approval please see the Change Approval Process section.

e RequestTypes

Request TypesorProblemtypes are the method of categorizing Requests and therefore providing statistics
and analysis of issues orrequirements raised. They are also used as the basis for the Skills profile of Analysts
and Analyst Groups (for auto assignment, or suggestion of assignment). Inaddition, Request Types can
define Site or Department managers or specified Analysts who can be responsible for certainissues 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 Problemsa
Solution can be automatically suggested.

Request Typescanalso be linked to Request Classes, which are used to define multiple Request Forms, so
dependingonthe Request Class or Request Form only certain Request Types will be displayed. Thisis
achieved when defining the Request Classes.

Layton Technology Page 19 of 178
Layton ServiceDesk v6 User Manual v2.0



/,_/
L/
LAYTON®
Technology

Request Types are user defined and can eitherappearas a tree structure with no limitto the number of
levelsorasinterdependent drop downlists. Also, whenaRequestislogged any Request Type level can be
selected orusedto categorize the Request, i.e. aRequest Type could be specified as PCHardware Fault only
or a specificproblem within PC Hardware Fault, such as CD Drive Failure.

Request Types are defined using Administration | Libraries | Request Types and should be setup before
implementing the system although they can be added by Administrators atany time.

The administration of the Request Types tree structure features asimple dragand 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 — Once a Request Type has been usedinarequest, you cannot remove that Request Type until you
have purged all requests (opened orclosed) that have used that Request Type.

e Solutions

A Solutions Base (or Knowledge Base)is provided for the customerto create solutions for particular Requests
so whenthe same issue arises again asolution can be quickly identified. Solutions can be associated with the
Request Type sowhen a Requestisloggedthe Request Type isautomaticallyused to search the Solutions
Base and identify a predefined solution forthe Request. Alternatively, all Solutions can be viewed orany 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 forSolutionsto their problemsis agreat way of helpingtoreduce the number
of callsthat are logged in the system.

Also, when Solutions are created there is an option which determines whether the End Users will have access
to this Solution article viathe Self Service feature. This option s called “Self Service” with a Yes/No selection.
Ifthe optionissetto Nothenonly Analysts will have access to this Solution article. Thisallowsthe Analysts
to add technical orotherarticles to the Solutions base that the End Users will not have access to.

e Company

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

By defaultthe Company featureis disabled. Toturn onthe Company feature goto 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 specificCompany which will assign the
End Users to this Company.

e Site

Layton ServiceDesk™ supports multi sites. The site isa place where your Layton ServiceDesk™ services end
users. Thisis 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 optioninthe General Auto
Assignment Settings anyautoassignmentorauto suggestion will take into accountthe sitesthatanalystsare

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

e Asset

The Assets Tab connects to the AuditWizard database and provides acomplete inventory of the PC’sand
otherIT assetson the network. The Assets Tab in Layton ServiceDe sk provides a mirrorimage of the Network
View tabin Layton Technology’s AuditWizard Application. The Assets Tabis enabled by default however if
thisfeatureis notrequired, particularly for ServiceDesks that are not providing ITbased support services,
thenthis can be disabled by going to Administration | System Settings | AuditWizard | AW Link Enabled.

Assetsare displayedinatree structure and can be grouped accordingto theirlocationthrough the
AuditWizard applicationinterface. Expandingan Assetwillallow you toview the asset’s specifications
including the OS, network information, hardware specifications and installed software. Onthe asset’s
summary page you can alsoview the Requests, Problems and Changes that have beenlogged againstthis
Asset.

When a Request, Problem or Change islogged the Asset Name of the equipment or source of the Request
can be specifiedinthe Assetfield. Once anasset has been associated with an End User Layton ServiceDesk
can rememberthisassociationinthe future and automatically link this asset to any Requests logged by this
End User. Alternativelythe field can be leftblankandthe End User or Analyst can manually select which
assetisthe source of request.

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

details of the asset by clicking the “Quick Info on Asset” button'' nexttothe assetfield. Thiswilllauncha
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pop up window where the assetinventory details can be viewed.

An Asset Name is not mandatory and can be left blank or otheranotheridentity can be entered, i.e. User
Trainingwould notrequire an Asset Name.

e Whiteboard

The Whiteboard Tickerallows you publish messages on the system that will scroll across the top of the screen
inthe banner. This message can be scheduled foracertain date and time and can also have a termination
date. The message can be displayed forall usersincluding 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 importantinformation 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 beinglogged inthe system.

e Survey

Surveys can be generated by the system forthe End User to complete when theirrequestis closed. Thereisa
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 atany frequency, i.e. every closed
requestorevery 10th or whateveris preferred. An email notification and a Whiteboard notice remindercan
be sentto End Users forany 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://lavtonsupport.com/index.php?oldid=1345
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CONFIGURING THE SYSTEM

This Chapterdescribes how to configure Layton ServiceDesk™ and although you can follow the sectionsin
order, thereisno real need. Because the systemis highly configurable you should spend some time to assess
and decide the best method of operation and system settings that will best suit yourrequirements. Alittle
more care and thought now could save time and effortlateron. Decide onthe structure or how the system
will operate. Considerthe following questions and then follow the basicsteps toimplement:

1. How will the supportstaff be organized?

2. Will Analyst Groups be implemented and towhat level?

3. Who will “own” ormange and be responsible for Requests?

4. Who will be allowed to close Requests?

5. How will Requests orcalls be recorded and processed?

6. How doyou wantthe Requestscreenstolook for the Analystsand End Users?

7. Willsupportbe providedtointernal End Users only or will supportalso be provided to external
clients or customers?

8. Willyoube providing supportto multiplelocations? Do you needto create Company, Site and
Departmentlocations?

9. How will End User Requests be processed, manual or automaticassignment?
10. What will be the assignment process?

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

12. What will be the escalation process?

13. What are the different Priorities /SLA’s 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 wantto create a schedule of recurring tasks?
18. Will you be implementing the Problem & Change Management module?

19. Will Change Requestsrequire an approval process?

20. Will Change Advisory Boards (CAB) be required?

Layton Technology Page 23 of 178
Layton ServiceDesk v6 User Manual v2.0



/,_/
L/
LAYTON®
Technology

21. Reporting, doyou needto create new or modify existing reports?

Once you have answered the above questions you are ready to configure Layton ServiceDesk™.

Remember, all screens or pages are configurable so datafields and labels can be changed, deleted and new
data fieldsadded. System Terms orterminology can also be changed, see the Application Terms section,
however, you may decide the defaultvalues are fine.

Note — There are some specific ‘System’ fields defined on certain forms that cannot be removed. Thisisto

protectthe integrity and operation of the system. These fields will not have the ‘Trash can’ icon =l to delete
the field.

First, login to Layton ServiceDesk™ as the Analyst “Admin” and password of “mib”. Thisis the default system
Administrator or Analyst with a Security Group of Administrator. You can now access all the functionsto set
up the system withinthe Administration Menuitem.

o Product Registration

The firststepis to input the Customer Registration details and licensekey. Enterthe details senttoyouusing
Administration | System Settings | License Information. You can activate your product by entering your
Registered Company Name & ID detailsinthe spaces provided, and then clickon ‘Get Key’. Thiswill connect
youto the Layton Technology website and allow you to generate a key foryour product. You are now ready
to start the configuration of Layton ServiceDesk™.

MANAGE COMPANY, SITE & DEPARTMENT

Most ServiceDesks generally provide support services for End Users within their own organization only.
Howeverif yourServiceDesk willbe providing support services to external or third party companies Layton
ServiceDesk has the abilityto create multiple Company identities and End Users can be assigned to their
company. The defaultLayton ServiceDesk installation has the Company feature turned off by default. If
your ServiceDesk will be providing support to external or third party companies thenyou can turn on the
Company feature by going to Administration | System Settings | Application Settings | Company Level.

e Manage Company

If your Layton ServiceDesk™ implementation will be used to support external or third party companiesyou
will wanttoturn on the Company Level option in Administration| System Settings | Application Settings

| Company Level. Once thisis turned on you can define the Companies under Administration | Company
Structure | Manage Company. You define a Company by a single identifierthat must be unique.
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e ManageSite

If your Layton ServiceDesk™ implementationis to support multiple sites then you will need to define them
under Administration | Company Structure | Manage Site. You define aSite by a single identifierthat must
be unique.

Sites can also be created automatically as part of the LDAP (Active Directory) End User Import Feature. Ifan
End Userisimportedinto Layton ServiceDesk and theirSite is not already listed inthe Manage Site sectionit
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 toa Company. The Site
form can be modified by going to Administration | Form Design | Site. For more information aboutadding
system and user definedfields tothe forms see the FORM DESIGN section.

e 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. Ifan End User isimportedinto Layton ServiceDesk and their Departmentis notlisted inthe Manage
Departmentsectionitwill 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 IDsystemfield (sys_eclient_id)tothe Department form so that you can assigna
Departmenttoa Company. The Departmentform can be modified by going to Administration | Form Design
| Department. For more information aboutadding system and user defined fields to the forms see the
FORM DESIGN section.

ANALYSTS, ANALYST GROUPS AND CAB GROUPS

Thefirststepis 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. Hel p 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 numberof Groups can
be defined and then Analysts assigned against theirrelative Groups.

e Manage Analyst

Define the Support Analysts that willrequire access to the system. These can be front line help desk
personnel orsecond line supportorany 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 accessis defined. The two levels of Group Security provide Administrator access (All system
functions available)and Standard access (Administration function not available). Support Analystsorsecond
line support who have Requests assigned to them are normally given Standard access.

Othersystemfields are “Manual Assign” and “Allow Auto Assign”, which definewhetherthe Analystis
available orallowed to receive assignment, either manually or automatically assigned to him/her. Thisis
where Analysts can be selected as absent, i.e. on holiday, etc., but generally are both setto ‘yes’

Although you may be content with the default datafields and design, the screen and data contentis
configurable, soyou can add, delete or change fields as required. You must always define new datafields
before addingthem to the form. See the DATA DESIGN section forinformation on how to add data fields, and
the FORM DESIGN section fordetails on how to design or change forms.

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

e AnalystRequestClasses

This Analyst setting determines which Request Classes the Analyst will have accessto. RequestClassesare 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 sectionformore

information.

e AnalystSKills

Analystskills orjob 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 Analystis best suited or have the appropriate skillsforaparticular
Request. These can be entered later when the Request Types are completed, orat any time.

To input Skills select the edit button underthe Skills column forthe Analyst. A pop up screen will display the
Request Types hierarchy and you can simply select the appropriate Skill (Request Types) forthis Analyst. An
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Analyst can have any number of skills or Request Types but use the highestlevel inthe tree structure possible
to covertheirskills. Forexample, anetwork specialist would probably have all network issues assigned to
him so the Request Type “Network Issues” would be selected although there may be anumberof sub levels

or specificRequest Typesinthe structure below “Network Issues”. See the Request Type section for further
details.

e AnalystSites

If you have defined multiple sites then you may specify at which sites analysts are by clicking the edit button
inthe Sites column from the Manage Analyst page. These are the sites at which the Analystworks oris
responsible for manage requests from End Users at these Sites. They can be added and removed as Skills are.

e AnalystSettings

Each Analyst hasa numberof individual settings which are categorized inaTab view. These are accessed
through the Manage Analyst screen by clicking the Edit button inthe Settings column for the Analyst
required. Asummary of the Analyst Settingsis details below:

e General Settings

This section has settings which can Disable the Analyst, set theirHome Screen and page Refresh Interval
which can also be set by the Analystinthe Main Menu | Settings section. Any settings changes will not take
effectuntiltheyloginagain.

e Access Restrictions

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

e Site Access

This area defines Site access restrictions for the Analyst. Forexample, 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.

e Comment

Thisarea defines Comment privileges, whether Analysts have the ability to edit, delete, make and view
public/private.

e Escalation & Overflow
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You can enter email addresses hereto send out escalation notifications based on the individualanalyst which
are separate fromthe general Priority/SLA escalation configuration emails. If you enterthe Analyst’sown
email address orthat of their manager’s, when arequest thatis assigned to this Analyst escalates it will send
an email notification to this email address, in addition to the email thatis sent out based on the Priority
escalation email settings.

e Manage AnalystGroups

If Analyst Groups are not required then proceed to the nextsection. 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 belongto more than one Group but one of these groups can be the default
group that will be automatically filled in when the useris assigned arequest.

e 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 opposedtoindividual Analysts.

See the Analyst Groups and Request Assignment sections of the System Concepts chapterfor details on how
theyare used. To define Group Skills selectthe edit button underthe Skills column on the Manage Analyst
Groups form and proceed as above for Analyst Skills.

e Manage CAB Group

If your Layton ServiceDesk system does not require the Problem & Change Management feature you can
proceedtothe nextsection. Change Advisory Boards (CAB) are similarto Analyst Groups whose functionis
to assistinthe assessment, prioritization and approval of Requests for Change. The CAB Group is generally
made up of Analyststhatare chosento ensure that the change requestis 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. Analystscan be assigned to more than one CAB Group if necessary.
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e Manage AnalystAbsence Type

The Analyst Calendarand Availability Schedules are used to show the Analysts’ availability and
schedule of appointments, Tasks and Call Back Reminders. For more information seethe

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
areport hasbeengenerated.

To group by a particularfield simply drag the column headerinto the section above and this will group by
that column. If required you can create sub-groupings by dragging additional column headersinto the
groupingsection. Toundo a groupingclick on the “x” buttoninthe grouped by field ordragit back down with
the other column headings.

Data can be sorted by clicking on the field column headers. Clicking once will sortthe datain ascending order,
asecondclickwill sortindescendingorderand a third click will clear the sorting. Datacan be filtered very
quickly usingthe filter fields undereach column header. Enterthe required valuein the desired filterfield
and click on the filtericon. This will then display the filter options available. To remove the filterclick on the
filtericon and selectthe “NoFilter” option at the top of the list.

Reports generated from the Request, Problem, Change and Action (Tasks) mastertables willdisplay alink
fieldinthe lefthand column. The link field will display a Request, Problem, Change or Taskicon dependingon
the type of report. Thisicon allows you to click through and view the details of anindividual Request,
Problem, Change or Task.

e CreatingCharts

Ifa Pie or Column chartreporttype has been selected the “Available Fields” and “Selected Fields” windows
will be removed as they are not applicable to these types of reports.

An additional option for the Pie and Column Charts will be to “Show Summary Grid”. A summary grid displays
the same information thatisrepresentedinthe Pie or Column chartin a grid format along with a grand total.

Selectthe Master Table from the drop down list. The drop down list will display all of the tablesin the
database. The most common reports will involve Requests, Problems, Changes & Tasks and the relevant
mastertables forthese reportsare listed below.

Report On Master Table to Select
Requests Request
Problems Problem
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Changes Change

Tasks Action

Selecta“Grouped By” field fromthe drop down list. All of the datafields from the mastertable will be
displayedinthe drop down list.

The final stepisto apply any filterstothe report. Please see the Applying Filters sectionin the grid report
sectionabove.

Once the report has been completed click the save button and the report will be added to the list of reports
inthe selected category. Afterthe report has been saved the design layout can be modified by selecting the
designlayoutbutton nextinthe report category list. See belowfor details onthe design layout.

A
(a—
LAYTOMN Summary of Open Reguests by Priority

Teclclogy
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Creatinga Trend Chart

Selectthe Master Table from the drop down list. The drop down list will display all of the tablesinthe
database. The most common reports will involve Requests, Problems, Changes & Tasks and the relevant

mastertablesforthese reportsare listed below.

Report On Master Table to Select
Requests Request
Problems Problem
Changes Change
Tasks Action

Unlike the Pie & Column charts the Trend Chart has a “No Grouping” option available for the Group By
selection. If No Groupingis selected there will be asingle trend line or bar based on the trend field.

As Trends are lineartimelines the list of available trend fields are the date type fields within the mastertable.
The most commonly used trend fields would be the Request Date (sys_requestdate), Problem Date
(sys_problemdate) etc.

The Time Periodisthe interval been each dataseries and the options available are Day, Week, Month,
Quarterand Year.

There are additional optionstoselect whetherthe trend chart will be aLine or Bar chart and whetherthe
orientationis vertical orhorizontal.

The final stepisto apply any filterstothe report. Please see the Applying Filters section above in the grid
reportsection.

Once the report has been completed click the save button and the report will be added to the list of reports
inthe selected category. Afterthe reporthas been saved the design layout of the report can be modified by
selectingthe design layout button nexttothe reportinthe report category list. See below for detailson the

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

ReportDesign Layout

The report design page allows you to modify the layout of each report using the same userfriendly dragand
drop feature which is used throughout the application. The floating toolbaris used to add labels, images and
setthe 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
gridto the desired position onthe page. You can alsoclick on the grid or chart link next to the handle to set
the leftand top pixel positions.

To resize areport data field or change the field properties click on the field link. You can change the heading
of the field, fonttype, size, field size, field coloretc. You can alsoresize the field width by hovering between
the field headings until you see the leftand right arrows which will allow you to drag the field to the left or
rightto 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 seethe 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
beenrunthe PDF, XLS and CSV icons will be displayedin the reports sub-menu. Please note that when
exportingthe reportin XLS format Excel will promptyou that the fileisina differentformat to the file
extension andto verify the source. Click “Yes” to this promptand the report will be displayed as an XLS file.

Quick Tip: Whenyou export a report to PDF or schedule the report, the datagrid and charts are automatically
scaledto fitthe PDF perfectly, youdo not need toworry about how wide orlongthe grid size is on the screen
as Layton ServiceDesk willscale the grid to best fit the page layout, however, you may wish to change the
page orientationif you have many columnsandthe gridis quite wide so maximze the amount of datayou can
getacross the page.

PDF Reports

In report design mode on the floating toolbarthere isaPDF 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 headerandfooteroptions. You can even create passwords and security settings forthe PDF.
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In the PDF footerorheadertextfield you can use the systemvalue 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 PDFis created. Thisisadds 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 administratorthat has setthe PDF settings and will have full access control to the
PDF documentwhenitis created and the correct Owner (admin) password entered.

The User settingis the password you would supply tothe end user where the PDF restrictions are setand
whatthe end usercan do withthe PDF, eg Print, Copy text etc.

Scheduling Reports

Reports can be generated automatically onascheduled basis and sent viaemail in a PDF format. The
scheduled reports are processed by the LaytonServiceDeskservice whichisrunning on the Layton
ServiceDesk IS server. The process to create a schedule areportworksin a same manneras schedulinga
recurring Task.

To schedule areportclick on the Schedule Reporticoninthe Reports sub-menu. Youwillthen be presented
with a list of the currently scheduled reports. This will show the report name, last run time, nextruntime,
scheduling details andiconsto set the email information and a delete button.

Clickon the add newiconto add a new schedule. You willthenreceive a pop up window which will allowyou
to selectthe reportthatyou wantto schedule fromthe drop down list of reports. Once you have selected the
reportyou can create the schedule. Once the scheduleis saved the email message page will be displayed.
Enter the email address that the reportisto be emailed to; you can enter multiple email addresses separated
by a semi colon. Once the email message is completed and saved you willbe returned you tothe list of
scheduledreports.

Access Control

By default all Analysts have access to runthe reports and statistics. Only Administrators will have access to
create, modify, schedule ordeletereports.

To turn off Analyst Access to the Reports and Statistics go to Administration | Company Structure | Manage
Analyst | Settings | Access Restrictions. Optionsinthis 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.

Ifan Analystisdenied access tothe Reports and Statistics the main Reporting menu will not be availablefor
this Analyst.

Security can also be applied on anindividual report by report basis. To restrict analyst access to a particular
reportclick on the editreporticon andthenclick on the securityicon on the report builder page. A new page
will be displayed showingthe current security settings. By default all of the reports have the access
restriction turned off. Toturn on the security simply select the “Restrict Access” button and select the
Analysts which are to have access to this report.

CopyingaReport

The Copy report button allows you to create a copy of an existingreportandis quite helpful if youneeda
new reportwhichisvery similarto an existing report. To copy an existing report click on the editreporticon
for the reportthat you want to copy. Thenin the mainreport builder page rename the reportand thensel ect
the category that you would like the reportto appearunderand then click the copy button.

Restore Default Reports This feature allows you to restore the default reports to their original settings.
Restoring areport will overwrite any existing 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 canalso be color coded which provides for easy visual representation in the Analyst
Availability view.

END USERS

End Users can be pre-defined orinput beforethe systemisimplemented orinputas required or “on the fly”
as Requests are received. Also, if End Users are given direct accessto the systemand the optionis switched
on,thentheycan registerthemselves as and whenthey connecttothe ServiceDesk forthe first time.

All methods can be usedin combination with each other but whichever method(s)you decide onfirstyou
must define the End User data structure and forms. You may find the default dataand forms satisfactory but
if not you can add or delete datafields 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:

Import End Users via Active Directory (LDAP)
Import End Users (from a textfile)

Manage End User— Manual Entry

End User Self Registration

Add End Users “on the fly”

e WNRE

e ImportEndUsersvia Active Directory (LDAP

End Users can be imported through the Active Directory LDAP protocol. Layton ServiceDesk also provides the
ability to connectto multiple LDAP servers. Formore information seethe LDAP (Active Directory) - IMPORT
END USERS_section.

e ImportEnd Users (from a text file)

End User information can be imported using atab separatedtextfile. Anexampleimportfileislocatedinthe
Layton ServiceDesk™ installation directory in the Importsubfolder, i.e. LaytonServiceDesk\Import. This can
be used as the basis for importingend users.

Once the importfile hasbeen created thenthe datacan be importedinto Layton ServiceDesk™. If you create
your ownimportfile that was exported from another program, ensure itisin a tab delimited format. The
importfile 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.

e Manage End User - Manual Entry

End Users can also be created, deleted ortheirdetailsamended at any time using the function
Administration | Company Structure | Manage End User. On selection of thismenuitem all End Users will
be displayed. End Userdetails can be amended by selectingthe End Username. The End User form will be
displayed so any information can be changed, as required. Onselectingthe Add New button“ ablank End
User form will enable you to enterdetails of anew End User. Remembertoselectthe Saveicontocreate the
new End User. Usingthe Cancelicon will close the form without saving any details. If Layton ServiceDesk™
has exceeded yourlicenselimityou willnot be able toadd new end users.

The Request Classes column onthe Manage End User page allows you to provide or restrict End Useraccess
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to different Request Classesif they have been created. For more information see the Request Classes
section.

e EndUser SelfRegistration

End Users can registerthemselves when they first connect to the system, provided End User access is allowed
and the systemis configured to provide the End User Registration. Thisis done by selecting Administration |
General Settings | Security | Global End User Security | and turningthe settingfor “Allow End UserReg” to
“On”. Ifthe optionisset to “Off” thenthe End User Registration button on the Layton ServiceDesk™ logon
screenwill notappear.

Also, inthe Global End User Security Section you can set whether End Users are allowed to change theiruser
details by setting the option “Allow End User Maint” to “On” or “Off”, as required. Ifthisoptionissetto
“Off” then the Menu option “My Details” will not appear for End Users. If Layton ServiceDesk™ has exceeded
your license limitend users will not be able to self register as the Registration button willbe removed.

e AddEnd Users “on the fly”

Thisis where End User details are input “on the fly” or immediately when new End Users are calling the help
deskforthe firsttime and are notknown or registered on the system. Whenanew Requestisbeinglogged,
by usingthe “Select End User” icon and then the search option, the Add New icon is made available. Then
new End User details canthen be entered. If Layton ServiceDesk™ has exceeded yourlicense limit you will
not be able to add new end users.

CREATE AND DEFINE LIBRARIES

The nextstage is to define the library information. Libraries are user-defined and provide pre-determined
information orstructures needed forcreating and progressing Requests, Problems & Changes.

Althoughitisadvisable 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 throughthe
systemsoall records will be amended accordingly.

All menuoptions are located using Administration | Libraries.

o RegquestClasses

o RequestType
o RequestStatuses
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Request Templates

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

Impact

Urgency
Email Key Words

Cost (Catalogue) Items
Email Bodies

Drop Down Lists
Brands

O 0O O 0O o 0O o0 0O o0 O o o O o o

e RequestClasses

Request Classes are used to define multiple Request forms, for example; Incident Request or Service Request
or New User Requests. Differentformscan be designed for Request, Spawned Requestand End User
Requestforeach RequestClass. See the FORMDESIGN section for more details. Whenanew Request Class s
initially created, the newly created Request Class will inheritits associated Forms from the (Default) Request
Class. By default Layton ServiceDesk™ ships with one default Request Class.

Request Classes can also be linked to Request Types so only certain Request Types are displayed fora
particular Request Class. Simplyselectthe editbuttoninthe Request Type columnanda pop up window will
display the full list of available Request Types. Apply acheck nexttothe Request Typesthatare to be
displayed when logging arequest forthis Request Class.

When creating a Request Class there are two options available for “Add to New End User” and “Close
Request When Tasks Completed”. If the “Addto New End User” optionisselected any new End Users that
are added to the system will automatically be given access to this Request Class. If “Close Request When
Tasks Completed”isselected thenaRequest willbe automatically closed once any Tasks associated with the
Request have been completed.

e RequestType

The Request Typesare the user-defined method of categorizing or grouping Requests and Problems. They are
used as the basis for assigningindividual Analysts and Groups according to Skills and they also link to the
Solutions Base.
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Request Types can eitherappearasa tree structure with no limittothe numberoflevelsorasinter
dependentdrop down lists. Anylevel inthe structure can be used when logging aRequest or Problem. For
example aRequest Type could be specified as PCHardware Fault only ora specificproblem within PC
Hardware Fault structure, such as CD Drive Failure.

Manage Request Type
S @

[ |
=~ Request Type
+ Business Software
— Faults
— Hardwares

- Hard Disk Errors

- Memory Overload

- Performance

+]~ Network
+ Peripherals
+ Printer

+~ Software

B Hardware

+ HR Request

+ Incidents

+ Information

+ PABX

+ Reguest Change
+ Router Problems

+ Training

Name: |co DvD Drive

Is Incident

Default Priority: Medium

Auto Populate Assigned Analyst: Use Specified Analyst

Specify Analyst: Alan Bird T

@

Figure 1 - Manage Request Types

Request Types canalso be linked to Request Classes where only certain Request Types will be displayed or
made available toa Request Class orform selected.

So, careful thought must used to define the Request Type structure that will support your particul arbusiness

and operations.

To setup Request Types go to Administration | Libraries | Request Types. Then simply select the Request
Type or name at the tree level above the levelyou require toinsertaRequest Type and click the Add New
button. A new sublevel canthenbe defined. Tocreate a new top level Request Type click onthe Request
Type name at the top of the tree structure and click the Add New button. Toeditan existing Request Type

simply clickonthe 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
location. Youwill then be given the option of making the Request Type a “Sub-Category” of the parent
requesttype or mergingit.

When defininga Request Type you can specify adefault Priority to place againstit. For example, you might
wantto define aRequest Type such as “Server Down”. This might be a high priority Request Type, soyou can
specify a Priority to put againstit. This means that when selected on a Request the Request Type Priority will
be applied tothat Request where the specific Request Type is chosen. Note; this will override the default
system priority.

You can also define aSite or Department Manager or specific Analystresponsible for a particular Request
Type. The Request willbe automatically assigned on this basis and will override any otherassignmentrules
(exceptforany Business Rules). Forexample, a certaintype of Service Request may have to be authorized by
a manager before being assigned based on skills.

A Request can be defined as an “Incident” which means the Request will be automatically measured against
the ServiceDesk available time. The Request Statistics by Incident Report will show the “downtime”asa
percentage of the available time. This is useful for measuring availability of business critical Hardware or
Software Systems.

To display Request Types asinter 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 manytimesasthere are levelsinthe structure. Then by selectingacategory from
the top level drop down list only the sub categories of that category will appearin the next drop down list.

If you are using Analyst Skills or Group Skills to prompt for assignment, once you have completed the Request
Typesyou can now add Skills to the appropriate Analysts or Groups. See the previous sections Manage
Analyst and Manage Analyst Groups.

Also, rememberthe Requesttypes are used as the main or automaticlink toidentify aSolution within the
Solutions Base. See the SOLUTIONS BASE section for details.

e RequestType 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 Analystlogs a Request and selects this particular Request Type. The
Tasks can be dependenton otherTasks if required. All Tasks will be created simultaneously and arrangedin
orderof dependency. If atask isdependentonanotherTaskthenitwill notstart until the dependentTaskis
completed. Itisalso possible to have aRequest with multiple simultaneous Tasks.

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

and thenclick on the Manage Task Template icon@ . Iftwo or more Tasks are added to the Task Template
and dependencies are required, thenthe Dependency column should be selected forthe appropriate Task.
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Tasks that are dependent will have the Task Date or Date Placed setto blank. Alsointhe listview of Tasks
the Completed Date will show as “Dependent on other Tasks”. The Request canalso be automatically closed
upon completion of the final task and thisis defined when creating / editing Request Classes within Admin |
Libraries |Request Classes.

e RequestStatuses

The Request Status identifies the stage orstatus of a Request. The normal stages are open or closed however
you can add any otherssuch as, “suspended” or “on hold”, etc.

To add, delete orchange 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. You may alsoset the “Suspend” flag on a status that allows you to make that status freeze the
escalation process.

Note: You cannot delete the Closed Status.

The default Status forall Requestsissetto “Open” but can be changed using Administration | General
Settings | Request Settings and set the Default Status.

Once a Requestis recorded you can change the Request Status by using the “Change Status”icon | &2 onany
of the Request List Views, orfrom the “Change Status” icon on the request form.

You can also edit specific properties of the status (otherthan the “closed” status). Properties suchasif the
End usercan use the status, forcing the status color, and choosing the colorto force. The Force status color
optionisuseful forwhenarequestisputon hold and changing the default colorto something otherthan
white, to easily identify from the home screenlist views which requests are on hold.

¢ RequestTemplates

Request Templates allow you to pre-define Requestinformation that can be dropped into the Requestform
by usingthe apply templatesicon when enteringaRequest orviathe QuickAction menu. The Request
Template usesthe same form definition as the Analyst Request form and any information specified in the
Template will dropin overthe same fields when applied. Anyblankfieldsinthe Templatewill leave any
informationinthe request un-touched.

To create a new Request Template go to Administration | Libraries | Request Templates and clickthe Add

New lcon. Ifyouare usingRequestClassesyouwillbe presented with apop up which allows you to choose
therequired Request Class. You are then presented with the Analyst Request Form. Simply fill out all of the
informationinthe 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
clickingthe Edit Icon inthe manage Request Templates screen. The Templates are very useful for common
Requests thatare logged several times daily. This willexpedite the call logging process when Templates are
used to pre-define the Request Type, problem description, and solution fields.

e TaskTypes

Tasks or Actions are activities thatare required in orderto progress or complete aRequest, Problem or
Change. Alternatively, they can be free standing without any association and could include planned
maintenance activities (See Recurring Tasks below). Actions canbe scheduled forcompletionon acertain
date and assigned to any Analyst with the current assigned Analyst as the default.

Tasks are added by selectingthe Task icon |J on the Analyst Request, Problem and Change forms orviathe
Quick Action menu or the Log New menu onthe Analyst Home tab.

Task Types are userdefined and use atree structure similarto the Request Type tree structure.

To setup Task Types use Administration | Libraries | Task Types. Selectthe Task Type or name at the tree
level above the level yourequire toinsertaTask Type and click the Add New button. Anew sub-levelcan
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 clickthe 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 parentlocation.

You will then be giventhe option of making the Task Type a “Sub-Category” of the parent Task Type or
mergingit.

e Recurring Tasks

Recurring Tasks are Tasks that are created automatically according to a pre-defined schedule and are typically
used forroutine maintenance activities. A Recurring Task can be an individualtask ora number of Tasks with
a dependency workflow.

To create a Recurring Task go to Administration | Libraries |Recurring Tasks. Clickonthe Add New button
and inthe pop up window specify the name and schedule. When thiswindow is saved the Task Form will be
presented. Completethe Task template andthen whenyouclick 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 Taskis created; Date Placed, Status, Scheduled Date, Completed Date.
Alsothe RequestID, 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 anotherTask. If a dependency workflow is required click on the Dependency
column and specify the require dependence.

To view, edit oradd anotherTask for an existing Recurring Task schedule, click on the Tasksicon forthe
relevant Recurring Task.

The Recurring Tasks are managed from the Administration | Libraries | Recurring Task section, howeverif
requiredthe Recurring Tasks can also be displayed on aseparate tab next to an Analysts View My Tasks listin
the Main Menu | Home | View My Tasks. This optionisan Analyst Security Setting which can be found at
Administration | Company Structure | Manage Analyst | Settings | Recurring Task Access.

e Priori SLA

Priorities dictate the importance of Requests and escalation times and routes. They are user configurableand
are defined withinaSLA, and although SLA’s as such may not be required, in orderto setany Priority, an SLA
name or title is defined.

Generally the Priority of aRequest (orIncident) is determined by the Impact and Urgency of the issue. For
example anissue thatis affectingasingle userand has a high urgency would be given alower Priority than an
issue thatis affectingthe 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 orthe predefined values amended when
logginga Request.

Evenif no escalation orresolution times are needed, the Priorityis still defined within a SLA title (but could
be blank) but with no escalation parametersset. Priorities and SLA’s are defined using Administration |
Libraries | Priority / SLA.

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

Firstsetthe Priorityidentity. If youare notusingSLA or escalation times oryou only have one SLA, then this
couldsimply be “A”, or “B”, etc. Alternatively, for multiple SLA’s this should include the name of the SLA, i.e.
“SLA1-A".

SLA Information:

If SLA information (resolution and escalation details) is not required to be pre-set forthe Priority then leave
all fields blank. Then decide whetherany escalation or expiry details will be entered manually at Request
logging.
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If “Allow Escalation Edits (At Request)” issetto “No” then no expiry orescalation times will be setand the
Priority will only be used foridentificationand reporting. If setto “Yes”, thenresolution and escalation times
can be entered when saving the Request. Tosave the Priority / SLA details, select the “Save” icon, then
continue to create additional Priorities as defined below. Settingthe optiontoYesallows all analyststoalter
the escalationtimeswhen the requestisto expire.

SLA Information Required:

If SLA information (resolution and escal ation details) is required to be pre-set,then you can enterany field as
theyare all optional. The resolution timeisthe number of hours from when the Request was opened. You
can thenenterfromnone to three levels of escalation timesin hours. Again, thisisthe numberof hours from
whenthe Requestisopened. Please note thatthe escalation and resolution times take the Default Working
Hours into account.

You can selectto email any Analyst and re-assign the request to adifferent Analyst foreach level of
escalation.

Adding Additional Priorities:

To continue adding more Priorities to an SLA select “Add New” on the Manage Priority /SLA form and then
enterthe same SLA name as previous. Otherwise, to defineanew SLA, select “Add New” as above but enter
anewSLA Name.

See Figure 2 below foran example Priority /SLA and the table in Figure 4for SLA / Priority requirementsand
appropriate actions.
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Priority / SLA
Priority / SLA: New Priority / SLA E=scalate Email Level 1:
SLA: Escalate Email Level 2:

Ereei ey 5 E=calate Email Level 3:

Eccalate Level 2: Miszed Resolve Email:

e
&

Eccalate Level 3: E=zcalate 1 Assign To:

=

Escalate 2 Assign To:
Resolve Hours: o

=

Escalate 3 Assign To:

&

Missed Resolve Assign To:

Respond Hours:
Miszed Respond Email:

Miszed Response Escalate to: 'Q

Allow Escalation Edit: Mo

Figure 2 - Priority / SLA

Manual Setting

In addition to pre-setting escalation and resolution times against a Priority / SLA, there is also the option to
override these times orjust set any escalation orresolution time manually. Thisisachieved by firstsetting
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 oruserto enter, edit or confirm the resolution
and escalationtimes when the Requestis saved.

The confirmation screenis displayed below in Figure 3. Simplyinput oramend any escalation timesorthe
expirytime and select Save. To use or revert to any predefined values forthe Priority select the “Use Default”
button. This buttonthen changesto “Use Store” whichif selected will then revertthe settingsto those
manually selected forthe Request.
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Escalation 1 -
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E=zcalation 3 -
Expires -
"y v
Figure 3 - Set Manual Escalations
Summary of Priority / SLA Requirements:
Priority Requirement Actions
No SLA needed, no expiry timeor Define SLA with Name and Priorities only.
escalation detailsrequired butneed | “Allow Escalation Edits” setto “No”
to setPriorities
No SLA needed but need toset As above but set “Allow Escalation Edits” to

expiry time and/or escalation details | “Yes”
manually at Requestlogging

SLA / Priority detailsrequired as pre | Define SLA name with Priorities and enter
set, but alsoallow manual editingat | resolutionandany escalation times. Also
Requestlogging enterany Email notification and auto
assignment of Requests. Set “Allow
Escalation Edits” to “Yes”

SLA / Priority detailsrequired as pre | As above, butset “Allow Escalation Edits”
set, but do not allow manual editing | to “No”
at Requestlogging

Figure 4 - Priority / SLA Requirements

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

o Anautomaticemail can be sentto a specified address
o TheRequestcan be automatically assigned toanother Analyst

o TheRequestitselfasdisplayedinthe listviews, will change color

The color settingis defined using Administration | General Settings | Request Settings. By defaultthe
Priority escalation colorwillonly be applied tothe Priority field in the list views, however if p referred this can
be changed so that it colors the whole row. This colorsettingis foundin Administration | General Settings |
Request Settings | Color Whole Row.

Note: If a Requesthasa “Suspend” status all escalationis frozen until that statusis changed to a status that
doesnothave a “suspend statusonit”

e 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. Youmay also set the “Suspend” flag on 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 forall Problems issetto “Open” but can be changed using Administration | General
Settings | Problem Settings and setthe Default Status.

Once a Problemisrecordedyou can change the Problem Status by using the “Change Status” icon on any
of the Problem List Views or from the “Change Status” icon on the Problem form.

You can also edit specific properties of the status (otherthanthe “closed” status), properties such as forcing
the status colorand choosingthe colorto force. The Force status color optionis useful forwhena Problemis
put on hold and changingthe default colorto something otherthan white, to easily identify from the home
screen listviews which Problems are on hold.
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e ChangeTypes

Change Typesare user defined and are used to categorize Changes. Typical Change Typesinclude, Standard,
Normal and Emergency, howeverany number of Change Types can be created.

To setup 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 mayinclude;
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.

The “On Status” selection options of Continue or Closed determinewhetherthe statusis consideredto be
openor closed. The Change Statuses can be color coded for easy visual identification within the Change List
View.

The default Statusforall Changes isset to “Open” but can be changed using Administration | General
Settings | Change Settings and set the Default Status.

Once a Change isrecorded you can change the Change Status by usingthe “Change Status” icon! & on any

of the Change List Views orfromthe “Change Status” icon on the Change form.

e Services
Services are a list of Business or IT Services thatthe ServiceDesk will be required to support. Services can be
addedin Administration | Libraries | Services.

e Impact

The Impact isa measure of the effect of an Incident (Request), Problem or Change on a business service or
process. Impactis 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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e Urgency

The Urgency is a measure of business criticality of an Incident (Request), Problem or Change. The Urgency
reflects the time available forresolution oravoidance before the impactis felt by the business. Urgencyin
conjunction with Impactis used to determine aPriority. Urgenciesare userdefinedandcanbe createdin
Administration | Libraries | Urgency.

e Email Key Words

Email Keywords allow you to set up Keywords that are used to assign Request Types toincoming 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.

For example you cansetup the keyword “Network” against the Request Type “Network Issue” and if an
incoming email arrives with the keyword “Network” in the subjectlineit will match the keyword to the
Request Type “Network Issue” and create the Request with the “Network Issue” Request Type. The Request
can then be automatically assighed to an Analyst or Analyst Group with the appropriate Skillsand given a
Priority if oneis pre-defined forthe Network Issue Request Type.

e Cost(Catalogue) Items

Cost Itemsare a list of items or services that may be requested or fulfilled in the process of completinga
Request, Problem or Change. Catalogue Itemsacategorizedinatree structure like the Requestand Task
Types. Catalogue Items can be assigned a cost value and cost items can be applied to Requests, Problems
and Changesthrough the Cost Sheetalong with Labor Charges (see Request Costs).

Cost Items can be added in Administration | Libraries | Cost Items. Selectthe Itematthe tree level above
thelevel yourequire toinsertaltemand click the Add button. A new sub level canthen be defined. To
create a newtoplevel requesttype click onthe Cost Item name at the top of the tree structure and click the
Add button. To rename an Item simply click onthe Item and the option will be displayed. Torelocate an
Item within the tree structure, simply dragthe Itemto the desired parent location.

e Email Bodies

Email Bodies allow you to modify the text thatisin an automated email notification. In orderfor the
automaticemail notifications to be sent the Email Server Settings willneed to be configuredin
Administration | System Settings | Mail ServerSettings (see Email Server Settings for details).

The various automaticemail notifications can be enabled and the Email Bodies modified by going to
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Administration | Libraries | Email Bodies. To enable anemail selectthe “Enable” checkbox nexttothe
desired email notification (Note thatall of the “Escalation” Emails are grouped together with one “Enable”
section which will apply to all Escalation emails). To editthe Email Body click on the “Edit” icon.

To insertsystem oruserfieldsintothe email bodies selectthe desired fieldinthe field selection list whichis
displayed onthe right of the email body and click the Add button. Whenthe email isgenerateditwill insert
the data from thisfield intothe email body. Forexample inthe Email Body for “Requestis Assigned —Notify
Analyst” you may want to include the Request Type (sys_requesttype_id)and the Problem Description
(sys_problemdesc) field. See Figure 5below fora sample email body.

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

Subject: Helpdesk - {frequest]} Assigned - {{sys_request_id}}
Body: = y =
|l@?é’a“ & 53 a_-ﬁ Bj' "?'(“'lzﬂ@ @@A_LT ﬁ !_!y?)|
x> RE=SEHE|[0-3-|B 7 Uae E=E === £ & =2 Table [request .
A~ G- é—?ll Paragraph St... ~| Font Name  ~|Real ..~ | Zoom - | Fields jsys_request_id °

L

-

Hi {{sys_user_forename}}.

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

Yours sincerely,

Helpdesk Manager

/' Design | ¢y HTML  © Preview

il

Figure 5 - Email Bodies

e DropDown 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
creatinga Drown Listand enteringthe name select “Items” then continue to add new items to the list by
selecting “Add New Listltem”. Inorderforthe Drop Down Listto be used onany form, say the Request form,
a user defined datafield should also be added to the Request table structure in the Data Design section (see
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DATA DESIGN) and thenthe 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.

e Brands

The purpose of Brands is for situations where Layton ServiceDesk will be used in an environment supporting
multiple external customers. Forexample, asyou learnto customize Layton ServiceDesk™, you will see you
can also customize the Banners, and Admin Banners with adifferentlogo ortext. Typically the new logo will
be that of the customerwhoislogginginto the system.

When addinga Brand name, whichisthe identifier, a Descriptionisrequired. Itisrecommended to keep the
name short and simple but clearenough to know what itis for. For example, creatingabrand called
“Microsoft” or “MS”, and description of “Microsoft Brand” and then saving will allow you to use the form
design to make further changesto the Brand. Now goingto Administration | Form Design | Banner —you
will see there are choices for the different Brands. The defaultisthe one provided by the system, where the
new one will allow you to customize the bannerimage, ortext to show that of Microsoft’sin this example.

Once a Brand has been defined you can provide the users with this Brand a specificURL addressto log into
Layton ServiceDesk and this will then display their own personalized Banner. Forexampleusingthe “MS”
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 datatablesinthe
Layton ServiceDesk™ database.

e Table Definitions

Layton ServiceDesk™ allows Administrative users to modify the datastructures oradd and delete data user
definedfields from the database tables, although system fields (fields prefixed “sys_") cannotbe deleted.

The default datastructures may be adequate, and therefore there willbe norequirement to add any user
definedfields. 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 datafields will not
be available. The following datatables can be viewed and edited (Note that the Problem, Change & Company

Layton Technology Page 51 of 178
Layton ServiceDesk v6 User Manual v2.0



/,_/
L/
LAYTON®
Technology

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 displayedinthe same format, showing the Field Name, Type and Size. The optionto
“Delete” fields willnot be available against system fields, prefixed “sys

”

To add a data field select the Add New icon. You are then presented with aformto enterthe Field Name,
Type (Text, Integer, Currency, Date, etc) and Size and when completed select “Save”.

The Field Names do not have to the same as the Form name or label as these are defined using. Anyfield you
do add in data design mustbe prefixed “usr_".

Once a userdefined datafiled has been added to the datatable the field can be added to the forms by

selectingthe “Add UserField” icon 1) onthe floating Toolbarinthe FORM DESIGN section.

FORM DESIGN

All keyforms or screens displayed by the system are user configurable. This meansthatfield names orlabels
can be changed, fields moved around using “dragand drop” technique and database fields removed oradded
as required.

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

followingis 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 Administrationscreen

Survey

Defines the Survey form

Task

Defines the Taskform 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.

AnalystRequest

Request form used by the Analystto 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 Analystto logand 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 loggingand 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 creatingand displayingSolutions

Login Allows you to change the format of the Layton ServiceDesk™ logon screen

Login End User

Allows you to change the format of the Layton ServiceDesk™ End User logon
screen
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Login Analyst Allows you to change the format of the Layton ServiceDesk™ Analystlogon screen
Priority /SLA Used for definingthe 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 findingand displaying Requests
Search Task Search parameters for findingand displaying Tasks
Search Problem Search parameters for findingand displaying Problems
Search Change Search parameters for findingand displaying Changes
Search Survey Search parameters for findingand displaying Surveys
Search End Users Used to search for End Users when logginga new Request or editing
Search End User Req Search parameters for findingand displaying End User Requests to the End Users

Figure 6 - List of Designable Forms

Each form isedited inthe same way. Draggingthe small square handle atthe top left of each object moves
the location of field labels, field positions, buttons andicons. Any object; label, field, drop down list orimage,
can be displayed and amended by selecting the object and amendingthe properties of that object. The
examplein Figure 7shows the Analyst Requestform as displayed inthe form design mode.

| QuickAction'~"| General Settings  Company Structure  Global List Views [NEURstERll Dota Design  Libraries  Manage Reports  Utlities  System Settings |22} @
Request + Task Forms | Problem + Change Forms | Search Forms | Organisation + User Forms | Login Forms | Quick Info Forms | General Forms | Settings
o
Analyst Request Form B
1 1 ORequest Type: Y eys_requesttype_id i
Request Id: sys_request_id = = g oy e g e g g o
Broblem Summary: =

R .. o e e p E BB EETEE
o - e —— DSolution:  sys_solution_id
Oburation: Osys request hdmins SSSTOOIBAr |
Obue By: Deys resolve O TlaHs N A
OClosed Date:  © Problem Desc | Solution Desc | & Comments | EfTasks | PAtiachments | ZReminder | B Costs [ SLinks | S History b=

lproblem Desc Sefting 2y &
DEnd User: S eys_eusername 3 9

V]
Olisset: T eys_asset_id . o
Dlissetilioeationt ™ cys_accet_location gg—l l_%j“
Osite: = I =]
‘Site: ys_siteid :_]
= (=] |

Downed By: T eys_ownedby
Ossigned To: S oys_assignedto
Dlssianto Group: 7 ¢
Cservice Affected 1 o< itcervice
OBfioRy IS O oo requestpriority
Burgency: T eys_urgency
Dimpact: S eys_impact
DlLinked To: S oys_requestparent._ic

Layton ServiceDesk v6 User Manual v2.0



@

LAYTON®
Technology

A Toolbaris provided to define new objects forthe form by adding labels, new user defined fields, drop down
lists, systemfields, read only fields, hyperlinks and images. Additional Toolbaricons provide Page Properties,
Preview Mode, Snap to Grid and Exit. The Toolbaris originally positioned on the right side of all forms but can
be movedto anywhere onthe form by dragging the top of the Toolbar. Position the mouse overeach Toolbar
iconto see the various options. See Figure 8for 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.

e Usingthe Form Design Toolbar

Toolbar Overview

Selectthe form you wish to modify fromthe Form Design menu. The floating Toolbar (see Error! Reference
ource not found.) providesyou with access to the different form elements and properties.

User Field, System Field and Drop Down Lists are all data bound elementsthatinputdatato fieldsinthe
boundtable. Labels are statictexton the form. Imagesallow staticimagesto be placed onthe form and
Page properties affectthe back color of the form.

[ Tooibar” "]
AddLabel ——— J ;a) ——  InsertHyperlink
AddRead OnlyField ——— 4® == Add UserField
e (gt
Add Drop Down List nwvl (ol Add System Field
oy et e —
Addimage ——M s | —————  PageProperties
Preview —— "j =1 Snap to Grid On/Off

Figure 8 - Design Toolbar

Systemfields and Buttons are special reserved fields that are required by the ServiceDesk system. Some of
them must be held onthe form and the user is prevented from deleting them.
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Label Elements

Although statictext, label elements can be made to display system terms as defined inthe Application Terms
section. To make a label display asystem term specify the terminside {{ }}inthe label value property of the
label. When displayed on the form the bracketed term will be replaced with the system term.

For example:

{{user}} - Analyst
{{enduser}} - End User
{{request}} - Request
{{requesttype}} - Request Type

A full list of system terms are defined in the Application Terms section.

e Defininganewfield

ol
To add a newfield label, selectthe Add Label icon fromthe toolbarand setthe propertiesand press
“Save”. The field labelwillnow appearat the top left cornerof the screen. Simply grab the s mall square
handle atthe top left corner of the label and drag the label to the required position on the form.

|
The “Snap to Grid” icon —%# onthe Toolbaris used to define the number of pixels between position settings
on the formand helps with the alignment of fields and labels. The pixel settingis defined in Administration |
Form Design | Settings.

Now select one of the icons to add the required datafield, either:
'iLI Add UserData Field - user defined fields, must previouslyhave been added using DATA DESIGN.
: Add System Field — pre defined system fields available for this form.

s V)
: Add Drop Down List — any pre defined Drop Down List whichis then applied to a userdata field.

Whicheveroptionisselected theyall actinthe same way. Selectthe required datafield fromthe DB Field
pick listand setthe required properties (see Figure 12- Summary of Form Objects). Then select “Save” to
returnthe form design screen.

e
% Add Read-Only—provides support foradding display only fields from othertables on the form being

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

Any object; labels, data fields or buttonimages, can be amended by simply selecting the object within the
form. The properties of that object will be displayed foryouto editas required and select “Save” toreturnto
the form design screen.

e AddingImages

You can add staticimages to forms by selectingthe Add Image button onthe Toolbar. This will launchapop
up control which allows you to browse to the image | ocation (see Figure 9below). All Layton ServiceDesk
imagesare heldinthe Application Imagesfolderanditis recommended that any custom user images be
placedinthe Application_Images/Usersub-folder.

Select Image B8

@ = [ G0 K © Upload
fHelpBox/Application_Images/24x24
&4 BE Application_Images Filename Size Thurmb
""" T 16x16 E. e
..... m [®s|add_cabgroup.pr 1574 %
""" 1 32x32 eadd_cabmember 1045 £ 1
..... " Custom [B|add_icon_24pmem 641 E%l
..... = E -| -~
= Emai W adimport_24pxp 1315 i1
""" l__: Login
] B attachhasiterns_i 1747 ﬁ
""" l__: Taskbar
: | |Blattach_icon_24px 1407
...... l-—: User ] || _ _£4p ﬁ
H [MaAudit_history_icc 1708 @
Malback_icon_24px 1678 @
[B&lcab_group.png 1077 %
Me|Callback_remind 4178 =
(B cancel_icon_24p 1677 6
(B change_24x24.pn 945
[B&change_complet 1142 %
[B&| Change_status_ic 1243 ’% -
Figure 9 - Adding Images
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To add upload an image to the User images folder click on the User folderlocation and then click on the
Upload buttonin the menu. Thiswill display another windowwhere you can browse to the image locati on.
Once the image location has been specified click the upload button and the image will be uploaded into the
User folder. Toselectthe image double click on the image name.

Each elementonthe Form has a layerorder. You have the ability with images to bringthem to the front of
the layeror send themto the back of the layer. Sending them to back will cause the image to appear behind
otherelements. Bringingitto the front will cause the image to appearin front of other elements. By using
the Maintain Layer optionthe image layerisleft whereitis. Tochange the layerdetails click on the image to
view the image properties.

e AddingHyperlinks

Hyperlinks can be added to any form by clickingthe Add Hyperlink icon:a'] .Hyperlinks allow you to create
links to external documents orapplicationsand also be able to pass the values of form fields as a querystring
inthe URL. Forexample ahyperlinkinthe requestform canbe made to linkto an external web application
and passin the value of the sys_request_id fieldinits querystring. Hyperlinks can be made to displayinthree
ways; in a new window, replacing the entire Layton Service Desk™ view or display the linked documentin the
currentframe.

Although statictext by default, hyperlinks can be made to display system terms as defined in the system
configuration section. To make a hyperlink display asystem term specify the terminside {{ }}inthe hyperlink
caption property. When displayed, the bracketed term will be replaced with the system term.

Available Terms Are:

{{user}} - Analyst
{{enduser}} - End User
{{request}} - Request
{{requesttype}} - Request Type
{{solution}} - Solution
{{eclient}} - Department
{{action}} - Action
{{actiontype}} - Action Type
{{priority}} - Priority
{{site}} - Site
{{company}} - Company

The hyperlink URL property tells the hyperlink the document to link to. The Target property tells the system
how to displayit.
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By settingthe targetto "New Window", the document willbe displayedinanew window. “Replace” will
cause the linked document toreplace the Layton ServiceDesk™ Application. “In Frame" will display the linked
documentinthe currentframe.

The hyperlink URL property can be specified to pass dynamic querystrings to the linked document. This can
be very powerful asit can allow Layton ServiceDesk™ to talk to external applications. To make a hyperlink
URL carry Layton ServiceDesk™ form values specify the fieldname inside [[]]in the hyperlink URLproperty.

Whenlinked, the bracketed field will be replaced with the field value. For Example the URL property of a
hyperlink put onto the Analyst’s Request form: myownwebapp.asp?request=[[sys_request_id]] Might be
passed as: myownwebapp.asp?request=77

e HTMLEditor

The HTML editortool provides foreasy WYSIWYG HTML formattingandincludes arange of functions such as
Spell Checkingand adding Hyperlinks. The HTML editor controlis designed to be used with large textfields
such as the Problem Description and Solution Description fields. If you have created your own user defined
textfieldand would liketo apply the HTML editor control toyour fieldtheninthe Form Design section click
on youruserdefinedfieldandinthe 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 editorhas beenadded tothe form it can be dragged to the required position on the formlike
any otherfield by selecting the handle on the top left of the field.
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See Figure 10 below fora sample of the HTML editor control.
.
2@ 9-0-|@I0OONE 0| xx REEEFO| Q-3
= E[% ‘EE ‘EE éE = | A~ I~ %l MNermal - | Tirnes New R... | 12pt - | Zoom -~

/" Design | ¢» HTML  ©, Preview

Figure 10 - HTML Editor Control

e Web Tab

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

Attachments, without havingto click through to anotherpage. The WebTab is available onthe following
forms:

Analyst Request
End user Request
Spawn Request
Problem

Change

Solution

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

Figure 11 - Web Tab Display

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

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 underthe relevanttab an un-checking
the “Show on Tab” check box. Once removed fromthe Web Tab the item can be moved to the required
location onthe form by dragging the handle of the field in the top left corner. Ifthe field is not visible onthe
form after removingitfromthe web tab it may be hidden behind the Web Tab. Simply dragthe whole Web
Tab aside to reveal the field which you can then move to the required location.

To setthe properties of the Web Tab click onthe “Tabs” textin the top left hand corner of the Web Tab. You
can set the fontand fontsize of the tab labels and the height and width of the Web Tab.

If you do notwish to use the Web Tab and would preferto have all buttons and fields displayed
independently onthe form, remove all fields from the Web Tab as described above andthenclick onthe
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Page Properties iconlﬁ% and un-check the Show Tab option.
e Summary ofForm Objects
Toolbar Icon Properties Description
J Label Value: Label or name of the Field
Label Font: Font on the label
Label Font Size: Font size of the Label
Add Label Label Color: Color of the Label
i Hyperlink Caption: Caption for the Hyperlink
a Hyperlink Font: Font of the Hyperlink
. Hyperlink Font Size: Font size of the Hyperlink
Add Hyperlink Hyperlink Target: Hyperlink Target (New Window, Replaceor In
Frame)
Hyperlink URL: Hyperlink URL for the document to link to
Hyperlink Color Color of the Hyperlink caption
Hyperlink Image: Image for Hyperlink (Supersedes all other display

properties) Invalidimage paths areshown as broken
image placeholders.

Hyperlink Image Text: Hyperlink Image pop up text
= | DB Field: The User Defined Field
'iLI Caption: Identity of field user on the design
) Field Font: Font type to be used for the field
Add User Field Field Font Size: Font sizeto be used for the field
Field Color: Color to be applied to the field
Field Size: Fieldsizeor length incharacters
Field Height: Field heightincharacters
Field Tab Index: Tab index or Tabbingorder on form
Add to Tab: Adds the field to web tab control (only availableon
the Request, Problem or Change forms)
Field Required: Mandatoryfield
Field Required at Close: Mandatory field before closing
Edit Only: Allows write access to the field by the selected
Analysts only.
HTML Editor Uses the HTML editor control for the field
Show on Tab Adds the field to the Web Tab
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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:

Name of the user field the Drop Down Listwill be
appliedto.

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

Font size of the Drop Down List

Color of the text inthe Drop Down List

Tab Index or Tabbing order on form

Mandatory field

Mandatory field before closing.

Edit Only: Allows write access to the field by the selected
Analysts only.
E_Ei DB Field: Name of the system field
. Caption: Identity of the field used on the design

Add System Field Field Font: Font used for the field
Field Font Size: Font sizeused for the field
Field Color: Field text color
Field Size: Field size of length in characters
Field Height: Field height incharacters

Field Tab Index:
Field Required:

Field Required at Close:

Edit Only:

HTML Editor
Show on Tab

Tab index or tabbingorder 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 sourcefile,i.e. *.gif. Allimages
are located within the
LaytonServiceDesk\Application_Images folder

See the AddingImages section for further details.

£

Page Properties

Color:

Page Background:
Show Tab

Sets the background color for a particular form.
Select the searchiconandthen click onthe required
colorand press Select. Select “Save” to use the color
andreturn to the form.

Note: Background color for all forms is setusing

Administration | System Settings | Application
Settings.

Sets a form specific backgroundimage.
Displaysthe Web-Tab on the form. See the Web

Tab section for further details.
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¢ 'j Displays howform will appear when inuse. When
=N selected the Toolbar will only display the Design

Preview Mode Mode icon, see below.

| Turns ON/OFF the snapto grid feature. See

>y
— Defininganew field for details.
Snap to Grid
"\; This button is displayed on the Toolbar when the
EJ Preview Mode iconis selected, see above. Selecting
Design Mode the Design Button will returnyou to the Design
Mode.

Figure 12 - Summary of Form Objects

QUICK INFO DESIGN

Quick Info Design permits the definition of the information shown in the End Userand Site Quick Info pop-
ups. This operatesin exactly the same way asform design, with the exception thatthe fields are not editable
text boxesbutlabelsandtherefore noteditableat run-time.

GLOBAL LIST VIEWS / ANALYST LIST VIEWS

Thissection defines the Global and default List Views. You may be content with the List Views provided
howeveryou may also like to modify the views to add or remove certain fields and re-orderthe displayed
sequence.

End User Task

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

End User Request

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

Default Task

The Default Task List view controls the appearance of the Default Analyst Task List View. This List Viewis
copiedtonewly created Analyst Profiles.

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

DefaultProblem

The default Problem List View controls the appearance of the Default Analyst Problem List View. This List
Viewis copiedtonewly 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 SelectEnd User

The DefaultSelect 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 yourlistview changesto be pushed out to the Analysts List Views from the Default List View.
Copy List Views (To Default)

Thisallows youto copy list views back to the Default Profile.

In addition, List Views can be customized by each individual Analyst enablingthemto have theirown list
views. Thisisachievedinthe Main Menu | My Settings | List View Settings. Individual Analysts canbe
prevented from changingtheir 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: Wheneveraview orsearch of Requestsisrequired this will be the default systemview

Problems: Wheneveraview orsearch of Problemsisrequired this will be the default system view
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Changes: Wheneveraview of search of Changesisrequired this willbe the default system view
Tasks: Wheneveraview orsearch of Tasks or actionsis required this will be the default system view
Survey: Wheneveraview orsearch of Surveys thiswill be the default system view

SelectEnd User: Wheneverthe “Select End User” iconis usedto view and select End Users from the Log
New Requestform, this will be the default view

Copy List Views (From Default)

In additiontothe above functions you can copy the Default List Views overthe list view s of Analysts through
the Copy List Views Function. This can be used to restore list views forindividual analysts.

To restore a listview from the default simply check the list views you wish to restore against each userand
clickthe save icon. This will copy the default List View to each checked user.

Copy List Views (To Default)

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

e Heading & Position Changes

The form title and the position of the whole form can be moved by dragging the small square handle atthe
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 takenif the actual formtitle is beingamended as this has been already
defined as an Application Term within the Application Terms section in Administration | System Settings |
Application Terms. The special brackets “{{ }}” around the title denote that the title is being obtained from
the. See Error! Reference source not found. below fora sample of the default Request List View.
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Figure 13 - Request List View Design Mode

e AddingDataFields.

To add a data field to the list view click the Add Column linkin the top left of the list view. Thenfromthe
field properties page you can select the datafield fromthe DB Field drop down listand setthe other
properties of the field such asthe fonttype, size and color.

o Editing & Deleting Data Fields

To editor delete any existing datafields 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 orsetany property details
as required; Heading, Field Font, Field Font Size, Field Color, Column Width (in pixels or %), Field and Heading
Alignment. Select “Save” to preserve your settings or changesand returnto the Results Setform.

The Toolbar also provides the ability to add a label orimage anywhere onto the List View form or change the
page background color.

e Setting The List View Properties

The listview properties allow you to set the width, height and page size (number of rows) inthe listview. To
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setthe listview properties click the “List View” linkin the top left corner. The width and heightare setin
pixelsandthe page sizeissetinthe numberof rows. If the heightisleftblankthenthe listviewwilldisplay
the number of rows specified in the page size. If the heightissettoa pixel valuethatislessthanwill be
requiredtodisplay the numberof rows specified inthe page size then ascroll barwill be displayed.

SOLUTIONS BASE

Accessed through Main Menu | Solutions, the Solutions Base is a user-defined knowledge base orstore of
known problems or requirements and associated resolutions or responses. The Solutions Base isorganizedin
a tree structure so any number of levels can be defined and solutions defined atany level.

Solutions are normally associated or linked directly to Request Types or specific problems orrequirements so
they can be easily located when logging anew Request. However, they can be input without a Request Type
but wouldthenrelyonly onviewingthe full Solutions structure or word searching to retrieve the Solution.

Bismitiaiilngy Dashboard  Home  Calendar  Search  Sefungs  Assets  Solutions  Reporting e 3 @
Solution Base Solution ID: Printer Checks Self Service: Yes |+
S i q!’j Request Type: Faults/Printar/Not Printing * Solution Pop Up: g -
o IS () Problem Summary:
»-{Jl Business Software (0) .
{3 Faults (11) Jﬁ] LJl
-l Hardwares (2) =
3.3 Networlk (4) ‘&‘?'ﬁ o a3 B “}'("'l&@ @@ j|
-3 Peripherals (1) Q- j-| B 7 Uade == = £ & =
[ Printer (2)
Paragraph St... =| Font Name  =| Real .|| | Zoom ||
-l Ink Problem (0)
w3 Not Printing (1) Network printing not printing for for user
..... 3 Printer Checks
-l Paper Jamming (1)
- Software (2)
{3 Hardware (0)
[ HR Request (0)
- Incidents (3)
5.8 Informatian (3) / Design | €3 HTML @ Preview
3 3 PABX (0)
»-{_d Request Change (0)
>3 Router Preblems (1) GYHATyaae 9o [OOSR 88[xxKE=F 0]
»-[3 Training (0) = ;= o iz = . .
2] Test Video Sample ﬂ-j-lB el S EEEE "IA & %‘
Paragraph St.. | Font Name = |Real..v | Zoom T |
Checlc Printer online Etc
/" Design |€>HTML Preview
Figure 14 - Solutions Base
e New Solutions
Solutions can be created at any time and by any Analyst with Standard security access. You may wish to
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predefineanumber of Solutions when implementing your system oryou may preferto create Solutions on
the fly as Requests are logged. When Requests are logged and a Solution does not exist then you can create
and link a Solution to the Requestimmediately.

To predefine Solutions you should have already created your Request Types so you can define any known
Solutions orresponses andlinkthemto theirrespective Request Types.

To create new Solutions select Main Menu | Solution. You will thensee atree folderstructure of your
Request Types. Toadd a Solution beneath aRequest Type folderlocation click on the folderand then click on
the Add New button. Thiswill then display a blank solution form with the selected Request Type pre -
populated. Once the Solutionis completed click save and the Solution will be added to the tree structure. To
add a Solutionto the root of the tree structure click on the Solutions tree structure “Solutions” headerand
thenclickthe Add button.

The Solution formis configurable in the Form Design section and the only mandatory fieldis the Solution ID
(name). Itisadvisable tolink the Solutions to Request Types (although general or stock Solutions do not
necessarily need to be linked)as this will make it easier for Analysts and End Users to browse and search
Solutions.

e SelfService

By defaultthe Layton ServiceDesk Solution form has asystem field called “Self Service” (sys_selfservice). This
fieldis used to determine whetherthe solution will be available to End Users via the Self Service menu. If
End Users are given access the Self Service feature they willbe able to view solutions that are marked “Yes”
for self service. Forthe self service option to be availablefor End Users you must have it switchedonin
Admin | General Settings | Security | Global End User Security | Allow End User Self Service.

e SolutionPop-Ups

On the default Layton ServiceDesk Solution form there is asystem field called “Solution Pop Up”
(sys_solution_popup). Thisfieldisusedto determine if Layton ServiceDesk will promptan Analystwhena
Requestisbeingloggedthatthereisapossible solutiontothe Request Type that they have selected.

When the Analystlogs the Requestand selects the Request Type, if there is aSolution(s)linked to this
Request Type that has the Solution Pop-Up setto “Yes” then these Solutions will be displayed to the Analyst.
If a Solutionis applicable the Analyst can selectthe Solution and it will apply the Solution to the Request, if
not then they can select “No Solution” and the pop up will close.

The Solution Pop Up feature has three different configuration options which can be foundin Admin |
General Settings | Request Settings | Solution Pop Up. The optionsare:
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o None-Turns OFF the Solutions Pop Ups, irrespective of whetherindividual Solutions have the
Solution Pop up field setto Yes.

o Specified Only —Will only pop up Solutions linked to the Request Type that have the Solution Pop Up
field setto YES.

o All=Will pop up all Solutions linked to the Request Type, irrespective of whetherthe individual
Solutions have the Solution Pop Up field set to YES or NO.

ANALYST SETTINGS

Individual Analyst settings are defined using the Main Menu | My Settings. There are foursub menuitems
available toset; Home Screen, List View Settings and QuickAction Menu and Password.

While these settings are related to the Analysts’ views thereis amuch greaterrange of Analystsettings, such
as security and Skill settings, which are accessed through Administration | Company Structure | Manage
Analyst.

e MyPassword

This allows the Analystto change their password. Enterthe existing or “Old Password” and then the “New
Password” and re-enterthisinthe nextfield and click Save to update the password.

e HomeScreen

Thisfunction definesthe Home Screen orthe page displayed foreach Analyst on entering the system. This
allows each Analyst to have a differenthome screen. Thisscreenisalsodisplayed when Home is selected
fromthe Main Menu. There are five different options available:

o AutoRefreshiInterval - The interval in which the system will refresh the Analysts’ screen. The time
variations are from Neverto 30 Minutes.

o Home Screen— Thisdefinesthe page displayed when the Analyst logs into the system or clicks onthe
Home menu.

o ViewRequests Home Screen —This definesthe view displayed when the Analyst selects the Home |
View Requests sub-menuitem. Thiscan be the same as or differentto the Home Screen selection.

o ViewProblems Home Screen —This option will be displayed if the Problem & Change functionis
enabled. Thisdefinesthe view displayed when the Analyst selectsthe Home | View Problems sub-
menuitem. Thiscan be the same as or differenttothe Home Screen selection.
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o View ChangesHome Screen —This option will be displayed if the Problem & Change functionis
enabled. Thisdefinesthe view displayed when the Analyst selectsthe Home | View Changes sub-
menuitem. Thiscan be the same as or differenttothe Home Screen selection.

e ListView Settings

Thisallows each individual Analyst to personalise theirlist viewsettings, provided they have been given
permissiontodoso. The permission settings are found in Administration | Company Structure | Manage
Analyst | Settings | Access Restrictions.

For more information on how to modify list views please referto GLOBALLIST VIEWS / ANALYST LIST VIEWS.

e QuickAction

The QuickAction menu has been designed to provide Analysts with quick and easy access to the most
common actions, irrespective of where they are within the application atany pointintime. The items
displayed within the QuickAction menu can be defined by each Analyst. See Figure 15 below with asample
QuickActiondrop down listdisplayed.

M Dashboard Home  Calendar Search  Settings  Assets Solutions  Reporting

5 Mew IT Incidents roblems E view Changes |j View Tasks & Whiteboard "_'? Group Queue l:il:l New

"f Analyst Group Queues

i Add New End User

Requests

@ Search Request

E Mew Problem lequest | HR Requests | Senvice Reguests | All

E Mew Change lime End User Request Type ‘ Assignee Status ‘ Pri

@ Dashooard :71:00 AM Admin Open Lc
% 8/05/2010 12:03:00 PM Lvnne Green hboaart Open -
433 6/05/2010 10:37:00 AM Rob Smith = Open -
432 3/05/2010 3:15:00 PM Rob Smith &=l Open -
429 29/04/2010 1:30:00 PM Admin Open -
426 23/04/2010 4:56:00 PM Eob Smith Faults/Printer/Paper Jamming Gene Tierney Cpen
425 23/04/2010 4:47:00 PM Rob Smith &=l Open -
424 23/04/2010 1:49:00 PM Admin Open -
AR MAIAAMMAANA ANRAD.AR AR Emeeme Tobe Emualbm APl b e VR Phmimbim P T e——— e -

Figure 15 - QuickAction Menu
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To customize the QuickAction list select the Customize menu optionand you will then be presented with the
QuickAction menu page where items can be added or removed from the QuickAction list. See Figure 16
below. The lefthand selection panel contains the items availableforsection and the right hand panel
contains the items that have beenselected.

To add an itemto the QuickStart menuselectitinthe lefthand panel and click the single arrow button which
willadd the itemto the QuickActionlist. Selectingthe doublearrow will move all items from one list to the
other. Itemscan be moved up or downinthe list by selectingthe up ordown arrows or by draggingthe item
to the desired location.

Once the QuickAction listhas beenselected click the Save button to save the setting.

Manage Quick Action Menu

Mew General Request Mew IT Incidents

Mew HR. Requests Analyst Group Queues
Mew Service Requests " Add Mew End User
Mew Task - Search Request
Search Problem Mew Problem

Search Change Mew Change

Search Task Dashboard

Search Survey

Wiew Requests
View Problems
View Changes

View Tasks

Search Solutions

Figure 16 - Quick Action Selection
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SURVEYS

Layton ServiceDesk™ has the ability tosurvey End Users when a requestis closed. This allows statistics to be
producedto show how satisfied End Users are with the service they are receiving.

The survey processistriggered by closinga Request. When asurveyisissued ablanksurveyrecordis created
againstthe closed Requestand the End Userreceives an email askingthemtologin and complete the survey.
The survey takes the form of a designable form that can be designedin the FORMDESIGN section. The
survey allows the use of up to 20 ratings (called sys_survey rating_1tosys_survey rating_20) thatcan be
placed onthe form nextto labels askingthe End User questions. Additional comments fields can be created
as standard user defined fields. These fields can be added to the Survey table using DATA DESIGN, as normal.

Figure 17 below shows the process of survey creation:

Request is
Closed

Is Request End
Due
Survey?

Create Survey

Record

Email End User End User

»| Completes
Survey
Figure 17 - Survey Creation Diagram
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Layton ServiceDesk™ makes adecision on whetherornot to issue asurveyona closed request based on
configuration settings in Administration | General Settings | Survey. There are five different settings which
are outlined below:

o Enable End UserSurvey.
This setting simply turns On or OFF the Survey feature.
o Sample Survey Every X Request

Setting the “Sample Survey Every X Request” to 5 Requests will cause asurvey to be created for every 5
requestclosed. Inadditiontothisthe settingcan be setto (Manually at Close). This causes Layton
ServiceDesk™ to ask the Analyst closing the call ifitis to be surveyed. If the Sample Every settingissettoa
numericrequestvalue (such as 5 Requests), before surveying, Layton ServiceDesk™ willlook to ensure that
the sys_blocksurveyfieldisnotsetonthe requestbeingclosed. Ifthisfieldisset(itcanbe placed onthe
requestformin the form design section) Layton ServiceDesk™ will not surveyit. Similarly Layton
ServiceDesk™ will look to ensure thatthe sys_blocksurveyfield is notsetonthe End User of the Request
beingclosed. Ifthisfieldisset(itcanbe placed on the End User formin the form design section) Layton
ServiceDesk™ will not surveyiteither.

This provides the facility toallow certain End Users or Requests notto be includedina survey.
o Show Incomplete End UserSurveysin Whiteboard

The “Show Incomplete End User Surveysin Whiteboard” tells Layton ServiceDesk™ to remind the End User of
any incompletesurveysintheirwhiteboard whentheylogon, inaddition to any email notification.

o Rate Out Of and Rate Increment

The “Rate Out Of and Rate Increment” controls the available values to the End User when completingthe
survey. Forexample Rate Of setting of 100 and a Rate Increment of 5 would make the following values
available:0, 5, 10, 15, 20, 25, 30, 35, 40, 45, 50, 55, 60, 65, 70, 75, 80, 85, 90, 95 and 100.

o End User Interaction

Whenissued an End User will receivean email tellingthem asurveyis waitingforthemin the system. They
may thenloginand complete it, by clicking on Surveysintheirmenu.

o Statistics

A statistics report can then be run to compare ratings for each ratings question, on adaily, weekly or monthly
comparative basis.

Layton Technology Page 75 of 178
Layton ServiceDesk v6 User Manual v2.0



/,_/
L/
LAYTON®
Technology

TASK SCHEDULING

Tasks or actions are scheduled activities that are required to be performed by an Analyst. They are normally
allocated toa Request, Problem or Change atthe time that itis logged howeverthey canalso be linked later
or can be free standingand not linked to a Request, Problem or Change. Therefore,aTaskcouldbea
planned maintenance eventoractionrequired atanytimeinthe future. Formore information on Recurring
Tasks please see the Recurring Tasks section.

e Addinga Task

A Task can only be allocated to a new Request, Problem or Change once ithas been created or Saved. A Task
would normally be added using the VIEWING AND EDITING REQUESTS options outlined below. From any of
the Request, Problem or Change list views select the Tasksicon El to display the linked Tasks. Select “Add
Task” to display the Task form as defined using Administration | Form Design | Task and enterthe required
details. The system and default values of the Task form are defined below in Figure 18 below.

Field Description

Task Task Identity Number. Incremented by one starting from
zero.

Date Placed Date Task allocated. Defaults to current date. Use

“Select” iconto choose anotherdate

Task Type Use “Select” iconto choose Task Type required from
predefined tree view

Analyst Analystassignedtothe Task. Defaultstologged on
Analyst. Use “Select” icon to choose another Analyst

RequestID Auto populates with Request Identity number from
Requestselected. Use “Select” iconto choose another
Request

Problem ID: Auto populates with the Problem ID numberfrom the

Problem Selected. Use the “select” iconto choose
anotherProblem.
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Change ID: Auto populates with the Change ID numberfrom the
Change Selected. Use the “select”iconto choose
anotherChange.

Status Status of Task, select either Scheduled or Completed.

Defaults to Scheduled

Scheduled Date

Use “Select” icon to choose date for Task to be done

Completed Date

Use “Select” iconto choose date Task completed

Task Description

Full description of Task

Additional icons provided:

Figure 18 - Task Data Fields

@ Cancel Task Changes - Task will not be created or all changesignored

|1/I Complete Task - The Task will be listed as completed

; [ﬂ_!d Save Task - Anew Task is created or changes saved

Afterselectingany of the above icons, the Task list view is displayed.

e Viewingand Progressing Tasks
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Outstanding oruncompleted Tasks that have been scheduled forthe logged on Analyst are viewed using the
Home tab | View Tasks sub-menuitem. The Tasks will be displayed in order of ascending Scheduled Date
but can be reordered by selecting any column heading to sortascending and selecting again for descending.

See Figure 19 below.
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Tasks
i ‘ Date Placed Task Type Analyst ‘ Priority | Status | Due By Scheduled Date Completed Date ‘ | ‘
786 24/05/2010 8:36:00 AM New PC Admin Scheduled B 2
785 2 - Delivery Check Admin Scheduled E 2
781 18/05/2010 5:22:00 PM 1 - Order PC Admin - Scheduled ~ 19/05/2010 1:53:00 PM B B8
780 18/05/2010 5:22:00 PM New PC Admin Scheduled B B8
778 10/05/2010 8:33:00 AM New PC Admin Scheduled B 2
775 7/05/2010 10:27:00 AM Server Maintenance Admin Scheduled M B
770 3/05/2010 8:30:00 AM New BC Admin Scheduled 8 2
769 30/04/2010 11:25:00 AM Admin Scheduled M B
768 30/04/2010 11:21:00 &AM Admin Scheduled E B
762 23/04/2010 11:36:00 AM Admin Scheduled 8 2
761 2 - Delivery Check Admin Scheduled %"e“‘?;“kw =Rl
755 20/04/2010 9:50:00 AM Admin Scheduled M B
754 20/04/2010 9:49:00 AM Admin Scheduled M B
753 20/04/2010 9:42:00 AM Admin Scheduled 8 2

Figure 19 - Task List View

Any Task can be viewed or updated by selecting any datafield againstthe Task. The Task form will then be
displayed andfields updated as required. Here a Task could be assigned to another Analyst. See Figure 20.
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Basanillng Dashboard Home Calendar Search  Settings  Assets  Solutions  Reporting

==j View Reguests ﬁ View Problems ﬁ View Changes E| View Tasks 4 Whiteboard "f Group Queue n.ml_n New

Task
Task ID: 786 Status:
Date Placed: 24/05/2010 8:36 AM ~ Scheduled Date:
Analyst: Admin _i«_’,
Completed Date: e
Request ID: _ié
Problem ID: _ié
Change ID: _ié
Priority: (None)
Task Type: MNew PC -i‘é
Task Description: test

Figure 20 - Task Form

To complete the Task click on the “Complete Task” icon M on the task form. Thiswill then promptwitha
pop up to confirmthat you wish to complete the task. Once confirmed this will set the statustocompleted
and setthe complete date to the current time. To setthe complete date to a differenttime use the date
selectordrop down onthe completed date field. Once Tasks have been completed they will notappearin
the “View Tasks” list view.

All Tasks, whetherscheduled or completed, can be viewed when selecting the Tasks icon from any of the
Request, Problem or Change list views.

The Tasks iconidentifies whether any tasks or actions existforthe Re quest, Problem or Change. The Task

iconwill have ticks against itLd if Tasks are presentand positioning the mouse overthe Task icon will display
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the number of Tasks. Selectingthe Taskicon will display alist of Tasks associated with that Request, Prob lem
or Change.

SEARCHING

Requests, Problems, Changes, Tasks and Surveys can all be searched for using Main Menu | Search. The
Search sub-menu will have different Searchicons forthe Requests, Problems, Changes, Tasks and Surveys. If
the Problem & Change functionis disabled the Searchicons forthese twoitems willnot be displayed.

Each Search screen will show the default form however the criteriaand screen can be modified using
Administration | Form Design. Figure 21 shows an example Search Requestsform.

The Search Request screen displayed willallow you to search for Requests on any criteria or combination but
if none is entered then all Requests will be displayed. The list view of Requests can be sorted by selecting the
appropriate column headings. Requests are selected to view in detail or by selectingany datafield againsta
Request.

Ifa Memo/ Large Text type fieldis placed on the search form the system will perform a “fuzzy” match of that
field ratherthan an exact match.

BAlE Sl g Dashboard Home Calendar Search  Settings Assets  Solutions  Reporting

Search Request @ Search Problems Search Changes Search Task gﬂ Search Survey

Search Requests

Request Id:

Request Date: - . = P

End User: % @
Asset: % @
Request Type: !
Solution: 'i_'e
Assigned To: %
Acsigned To Group: %
Owned By: %
Priority / SLA: (Nane)

Status:

Site: % @

Description:

Figure 21 - Search Requests
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DASHBOARD

The Layton ServiceDesk Dashboard provides ServiceDesk Managers and Analysts with a quick and easy visual
overview of the current state of the ServiceDesk.

The Dashboard charts and statistical data provide all the critical information you need at your fingertips,
making the task of monitoring the performance and workload of ServiceDesk that much easier. With the
information displayed on the Dashboard you can quickly identify any trends or changes to the service levels
and take proactive action.

The charts have a range of filter options which allow you to quickly change views, forexample you can see
the number of Requests thatare open by Analyst, Analyst Group, Priority, Status orSite. All chart
componentsare drillableand by clicking a data componentyou will provided with alist view of that data.

< 5
6.0
RLLERg ooshboard | Home  Colendar  Search  Settings  Assets  Solutions _Reporting G H@0

[E View Requests View Problems View Changes  [] View Tasks [ Whiteboard = 8 Group Queue | s New

B MyStats

My Assigned Requests
My Owned Requests
My Tasks

My Assigned Problems.
My Assigned Changes

Open Requests by: p o - Open Requests by: analyst Grous . M

P21

REBER
N X N8

B Requests

All Open Requests
Requests on Hold
Requests at Level 1

]

Requests at Level 2
Requests at Level 3
Requests Outside SLA

Boocowld ,
w o =
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s 7S

Problems

All Open Problems
Problems on Hold
Problems At Level 1
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g Dl Jones 1 2 70%] =
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Changes

All Open Changes

Changes Scheduled This Week
Overdue Changes

B System Stats

Requests Legged Today

Requests Closed Today

Average Daily Requests past 30
vs

o om

Ain 72 (59.46%)

Figure 22 — Dashboard

By default all Analysts have access tothe Dashboard. To turn off Dashboard access for an individual Analyst

go to Administration | Company Structure | Manage Analyst | Analyst Settings | Access Restrictions |
Dashboard Access.

The two charts at the top of the Dashboard will display databased on Open Requests. The groupingis based
on thefiltersection above the chart. The chart grouping options are by Analyst, Analyst Group, Company,
Site, Department, Priority and Status.
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The chart inthe bottom left hand corner will display data based on Open Problems. The groupingis basedon
the filtersection aboutthe chart. The chart grouping options are by Analyst, Analyst Group, Site, Priority,
Status, Impact and Urgency.

The chart inthe bottomright hand corner will display databased on Open Change. The groupingis based on
the filtersection aboutthe chart. The chart groupingoptions are by Analyst, Analyst Group, Change Type,
Status, Impact and Urgency.

By defaultthe Layton ServiceDesk system has the Problem & Change management functions enabled. If your
service desk system does not require the Problem & Change management functions they can be disabled by
goingto Administration | System Settings | Application Settings | Enable Problem and Change.

If the Problem & Change managementfunctions have been disabled the Problem & Change charts will be
convertedintoadditional Request charts.

The Statics Panelsinthe lefthand pane provide arange of data groupedinto five sections; My Stats,
Requests, Problems, Changes and System Stats. The Problem & Change managementfunction has been
disabled thenthe Problem & Change panels will not be displayed.

To display alistview of any statisticor chart data componentsimply click onthe chart componentorlink
displaying the number of items.

REPORTING

Layton ServiceDeskincludes a powerful reporting and analytics engine with the ability to create and
customize your own reports, including the ability to export to CSV, XLS and PDF.

Layton ServiceDesk includes over 100 predefined reports and charts out of the box. Each report provides
ServiceDesk Analysts and Management with key data at theirfingertips. Whilethe canned reports willbe
more than adequate for most users, Layton ServiceDesk provides a powerful Report Builder tool which
enablesyouto create any reportyou need using the intuitive report builderinterface. You can very quickly
create detailed datagrid reports with Pie, Column and Line charts. Anumber of Trend charts are also include
and you can create yourown trend reports, which are particularly useful to spot spikesin yourhelp desk
data.

Thisguide defines how to create, copy, modify, schedule and delete reports and also how torestore the
system defaultreportsthatare supplied with the Layton ServiceDesk. Allthe Layton ServiceDesk Reports are
stored as XML filesinthe Reports table in the Layton ServiceDesk database.
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e (reatinga New Report

To create a new report, select Reports, then click on the New Report sub menu item and you will then be
presented with the Report builder page. See below for a screen shot.

Report Builder
Raport Hame: Cotegary:  Fequest | m o (5 &
Step 1 : Select columng andfor groupings [-]

Dfres which halds to ncdude in the regoet

Avalalls Falda Salectad Feildd

Master Table
Report Type: G

Group By:

Stem 2 1 Select fvers [-]

Agdd any fikers fo be applied to the report
g

Step 1 ; Summary eptions [-]
Add afy dummary valosd i Be zludad with regst

COUNT SUH ANVG M MIH W Nome

Give the reporta name and select the report category. The reports categories are displayed in the left hand
panel of the reports page and the reports are sorted alphabetically within each category. You can move

reports to different categories, simply by changing the Category they are savedinfromthe drop down list.

The nextstepisto selectthe type of reportyou and the available options are Grid, Pie Chart, Column Chart
and Trend Chart. If you selecta Chart type as your option, there is an additional check box so you can add the

data grid to also be displayed. Instructions for each type of report are detailed below:
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Creatinga Grid Report

Selectthe report mastertable fromthe drop down list. The drop down list will displayall of the tablesin the
database. The most common reports will involve Requests, Problems, Changes & Tasks and the relevant

mastertablesforthese reportsare listed below.

Report On Master Table to Select
Requests Request
Problems Problem
Changes Change
Tasks Action

The nextstepisto selectthe data fields thatare to be displayedinthe report. There are two windows onthe
page showingthe list of available fieldsin the left hand windowand the selected fields are displayed in the
righthand window. By default the availablefields window will display all of the fields from the mastertable.
The database table for which the available fields belong toisindicated by the text at the top of the list which
ishighlightedin blue. Forexampleif you have selected the “request” mastertable it will display “request
fields” atthe top of the list. All of the fieldsinthe request table will be displayed and each field will be
prefixed with [request] indicatingthat the fieldis from the request table.

Step 1 : Select columns and/or groupings [-]

Define which fiedds to include in the report

Available Fields Selected Fields

request fields = [request].sys_request id |
Master Table request . [request].sys_request_id . -

[request].sys_requestdate »
Report Type: Gnd ,

[request].sys_ownedby

“
<t < tUS

Group By: [request].sys_siteid - [request].sys_eusername

[request] set_id [request].sys_eusername

[request].sys_asset_location [euser).sys_forename

[emcramet] oot eaotinettuns ad [imcnanet] oot _canuinettuns

To add fieldsto the grid report simply highlight the required fields (you can multi select fields) in the available
fieldswindow and then either dragand drop the fieldsinto the selected fields window or use the arrows

between the two windows to move the fields back and forth.
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In additionto adding fields from the mastertable you can also add fields from otherlinked tables where
thereisalinkviaa foreignkeyinthe mastertable. Forexample the sys_eusername (End User) fieldisa
foreignkeyinthe requesttable and the primary key inthe euser (End user) table. This will allow youtoadd

fields fromthe eusertable such asthe end user’sforename ( [euser].sys_forename) intoyourreport.

Any foreign keyfieldsinthe mastertable will be displayed at the bottom of the list of available fields and will

be indicated by theirgreen color, eg. sys_eusername.

To view the fieldsinthislinked tabledoubleclick onthe greenfield and the fields from the linked table will
now be available forselection. The new table name will be highlighted in blueunderneath the mastertable
name at the top of the listand the new fields will be prefixed with theirtable name. e.g

[euser].sys_forename.

To return back to the list of the mastertable fields double click on the blue text of the mastertable, e.g.

request fields.

Once you have selected the fields forthe grid reportif you wish to group the data by a particularfield you
can do this by selectingthe field from the “Group By” drop down list. Please note that reports can also be

grouped, sorted and filtered on the fly after the report has been generated.

Applying Filters & Summaries

Afterthe fields have been selected filters can be applied by clicking on the filtericon. A drop down list will
appearwhich containsa list of the fields from the mastertable. Thislist worksin the same mannerasthe
available fields window as described above, allowing you to drill down to linked tables.

Once a filterfield has beenselected the filter operator options will be available for selection. The filter
operators will be determined by the type of data field that has been selected. Forexampleif the fieldis an
integerfield the operatorvalues will include =,<, >, >=, etc. For variable character or text fields the operator
valueswill include; starts with, ends with, contains, is, is not, etc. Date fields operators include; on/within,
before, after, between.

For datefiltersthereisalsoapre-populated list of values available such as Today, Last Week, Last Month,
Next Month, Next 60 days etc. These options are particularly usefulwhenyou wantto schedule reports. For
example you can schedule areportto show youall high priority requests logged in the past 30 days. This
report can be automatically generated on the 1st of the month and be sentviaemail.

Once the operator has beenselected the valuecan entered. There isasmall searchicon nextto the value
field and selecting the search option will display a drop down list of all values forthis field thatare inthe
database. Clicking on the searchicon a second time will remove the drop down listand display the manual
entryfield. If adate filterfield has been selected there will be aselecticon which will pop up a calendar
window where you can select adate.
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Multiple filters can be added by clicking the “And” or “Or” buttons.
Step 1 : Select columns and/or groupings [-]
Define which fiedds to include in the report
Available Fields Selected Fields
request fields = [request].sys_request_id ol
Master Table request - [request].sys_request_id - [request].sys_requestdate v
— [request].sys_requestdate » [request].sys_steid
R: Type: »
eport Type o [request].sys_ownedby a [request].oys_assignedto B
Group By: [request].sys_siteid B [request].sys_eusername [request].sys_asset_id
[request].sys_asset id [request].sys_eusername
[request].sys_asset_location [euser).sys_forename
[omeninet] oot eanuinettune id = Lemeranet] ot canuinettins id x

Summary values can be addedto any fieldsinthe grid report by selecting the field inthe summary options
drop down list. Integer fields willhave summary options for Count, Sum, Average, Max & Min. Date/Time and
variable characterfields will only have the Count option. Summary values can be added to multiple fieldsina

gridreportifrequired.

Once the report has been completed click the save button and the report will be added to the list of reports
inthe selected category. Once the report has been saved the design layout can be modified by selectingthe

design layout button nexttothe reportinthe report category list. See below for details on the design layout.

(@

LavyTom Open Requests by Analyst Group
Tochvsssy
Anshyit Geep - @
Link I Eegues Dlate Al Group At Bl Uy Priosity Rguesi Type
T T T T T T T
e Analyst Groug: Sobtware .
4'_.:_, 3 ILORIEL0 PS4:00 AM Softmnid b Hgh Buistsdd Softmare/HTYOE
& 195 IWONICLO 11:34:00 AM Softmare i Bupraes Soffmnra/MYOR
= 196 INONIEL0 L1700 AN Soffwere Faul Button Rgaees Charga/Hove User
Count ;
o analyst Group: Help Desk
: 186 IO TTL0 521500 PH Help Dask Agdren By John Lz Fapx
= 233 IS0TIOL0 1124100 &AM Help Desk Aderen Phil Rized Low Faslta/Sofaure
;_, 3452 2400 11:58:00 AM  Help Deak Aaderui Insdents/Securty Ligus
E: 303 302730010 9-41:00 AM Halp Dl Aderen, Barry John Lérw Fate/Hardwares
5€ 104 TOLTL0 Fodd; 00 AM Heip Dask Adren By John
E 351 4O TOED 1023500 AM Help Desh Aarent e Hagh Hardware Tnstall PC
='T'_, Wi ORI 11:17:00 AM  Help Deak Aaderani Rl Srrath FadtalSofmare
Count 1 7
w Analyst Growp: Hardwane
= 352 AR DOED 0eEE 00 AM Herdware By Jokhn Ha3h Hardware Inseall PC
& ¥y FHAR WA G-l A S Hacdware [ [ Pt ot Mol el pea A1 FTUTY Paros
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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
areport hasbeengenerated.

To group by a particularfield simply drag the column headerintothe section above and this will group by
that column. If required you can create sub-groupings by dragging additional column headersinto the
groupingsection. Toundo a groupingclick on the “x” buttoninthe grouped by field ordragit back down with
the othercolumn headings.

Data can be sorted by clicking on the field column headers. Clicking once will sortthe datain ascending order,
asecondclickwill sortindescendingorderand a third click will clear the sorting. Datacan be filtered very
quickly usingthe filter fields undereach column header. Enterthe required valuein the desired filterfield
and click on the filtericon. This will then display the filter options available. To remove the filter click on the
filtericonandselectthe “NoFilter” option atthe top of the list.

Reports generated from the Request, Problem, Change and Action (Tasks) master tables willdisplay alink
fieldinthe lefthand column. The link field will display a Request, Problem, Change or Taskicon dependingon
the type of report. Thisicon allows youto click through and view the details of anindividual Request,
Problem, Change or Task.

e Creating Charts

Ifa Pie or Column chart reporttype has beenselected the “Available Fields” and “Selected Fields” windows
will be removed as they are not applicable to these types of reports.

An additional option forthe Pie and Column Charts will be to “Show Summary Grid”. A summary grid displays
the same information thatis representedin the Pie or Column chartin a grid format along with a grand total.

Selectthe Master Table from the drop down list. The drop down list will display all of the tablesin the
database. The most common reports will involve Requests, Problems, Changes & Tasks and the relevant
mastertables forthese reportsare listed below.

Report On Master Table to Select
Requests Request
Problems Problem
Changes Change
Tasks Action
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Selecta“Grouped By” field fromthe drop down list. All of the datafields from the mastertable will be
displayedinthe drop down list.

The final stepisto apply any filters tothe report. Please see the Applying Filters sectioninthe grid report
sectionabove.

Once the report has been completed click the save button and the report will be added to the list of reports
inthe selected category. Afterthe reporthas been savedthe design layout can be modified by selecting the
design layout button nextinthe report category list. See belowfor details on the design layout.

’,.-f
(o
LAYTON Summary of Open Reguests by Priority
Tecfrnsiogy
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Creatinga Trend Chart

Selectthe Master Table from the drop down list. The drop down list will display all of the tablesinthe
database. The most common reports will involve Requests, Problems, Changes & Tasks and the relevant
mastertablesforthese reports are listed below.

Report On Master Table to Select
Requests Request
Problems Problem
Changes Change
Tasks Action

Unlike the Pie & Column charts the Trend Chart has a “No Grouping” option available for the Group By
selection. If No Groupingis selected there will be asingle trend lineor bar based on the trend field.

As Trends are lineartimelines the list of availabletrend fields are the date type fields within the mastertable.
The most commonly used trend fields would be the Request Date (sys_requestdate), Problem Date
(sys_problemdate) etc.

The Time Periodis the interval been each dataseries and the options available are Day, Week, Month,
Quarterand Year.

There are additional optionsto select whetherthe trend chart will be aLine or Bar chart and whetherthe
orientationisvertical orhorizontal.

The final stepisto applyany filters tothe report. Please see the Applying Filters section above in the grid
reportsection.

Once thereport has been completed click the save button and the report will be added to the list of reports
inthe selected category. Afterthe reporthas been savedthe design layout of the report can be modified by
selectingthe design layout button nexttothe reportinthe report category list. See below for details on the
design layout.
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LAYTL% Monthly Trend of Requests Logged Within the last 12 Months

ReportDesign Layout

The report design page allows you to modify the layout of each report using the same userfriendly dragand
drop feature which is used throughout the application. The floating toolbaris used to add labels, images and
setthe 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
gridto the desired position onthe page. You can alsoclick on the grid or chart link next to the handle to set
the leftand top pixel positions.

To resize areport data field or change the field properties click on the field link. You can change the heading
of the field, fonttype, size, field size, field coloretc. You can alsoresize the field width by hovering between
the field headings until you see the leftand right arrows which will allow you to drag the field to the left or
rightto 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 seethe 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
beenrunthe PDF, XLS and CSV icons will be displayedin the reports sub-menu. Please note that when
exportingthe reportin XLS format Excel will promptyou that the fileisina differentformat to the file
extension andto verify the source. Click “Yes” to this promptand the report will be displayed as an XLS file.

Quick Tip: Whenyou export a report to PDF or schedule the report, the datagrid and charts are automatically
scaledto fitthe PDF perfectly, youdo not need toworry about how wide orlongthe grid size is on the screen
as Layton ServiceDesk willscale the grid to best fit the page layout, however, you may wish to change the
page orientationif you have many columnsandthe gridis quite wide so maximze the amount of datayou can
getacross the page.

PDF Reports

In report design mode on the floating toolbarthere isaPDF 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 headerandfooteroptions. You can even create passwords and security settings forthe PDF.
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In the PDF footerorheadertextfield you can use the systemvalue 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 PDFis created. Thisisadds 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 administratorthat has setthe PDF settings and will have full access control to the
PDF documentwhenitis created and the correct Owner (admin) password entered.

The User settingis the password you would supply tothe end user where the PDF restrictions are setand
whatthe end usercan do withthe PDF, eg Print, Copy text etc.

Scheduling Reports

Reports can be generated automatically onascheduled basis and sent viaemail in a PDF format. The
scheduled reports are processed by the LaytonServiceDeskservice whichisrunning on the Layton
ServiceDesk IS server. The process to create a schedule areportworksin a same manneras schedulinga
recurring Task.

To schedule areportclick on the Schedule Reporticoninthe Reports sub-menu. Youwillthen be presented
with a list of the currently scheduled reports. This will show the report name, last run time, nextruntime,
scheduling details andiconsto set the email information and a delete button.

Clickon the add newiconto add a new schedule. You willthenreceive a pop up window which will allowyou
to selectthe reportthatyou wantto schedule fromthe drop down list of reports. Once you have selected the
reportyou can create the schedule. Once the scheduleis saved the email message page will be displayed.
Enter the email address that the reportisto be emailed to; you can enter multiple email addresses separated
by a semi colon. Once the email message is completed and saved you willbe returned you tothe list of
scheduledreports.

Access Control

By default all Analysts have access to runthe reports and statistics. Only Administrators will have access to
create, modify, schedule ordeletereports.

To turn off Analyst Access to the Reports and Statistics go to Administration | Company Structure | Manage
Analyst | Settings | Access Restrictions. Optionsinthis 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.

Ifan Analystisdenied access tothe Reports and Statistics the main Reporting menu will not be availablefor
this Analyst.

Security can also be applied on anindividual report by report basis. To restrict analyst access to a particular
reportclick on the editreporticon andthenclick on the securityicon on the report builder page. A new page
will be displayed showingthe current security settings. By default all of the reports have the access
restriction turned off. Toturn on the security simply select the “Restrict Access” button and select the
Analysts which are to have access to this report.

CopyingaReport

The Copy report button allows you to create a copy of an existingreportandis quite helpful if youneeda
new reportwhichisvery similarto an existing report. To copy an existing report click on the editreporticon
for the reportthat you want to copy. Thenin the mainreport builder page rename the reportand thensel ect
the category that you would like the reportto appearunderand then click the copy button.

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

CALENDAR

The Layton ServiceDesk Analyst Calendar and Availability Schedules are used to show the Analysts’ availability
and schedule of appointments, Tasks and Call Back Reminders. The Calendarview has options for Daily,
Weekly and Monthly views. Depending onan Analyst’s permissions they can be given access to see their
schedule only orthose of other Analysts within their Group, orthey can be given full access to the schedule
for all Analysts.

There are two mainviews, the Calendar View and the Availability View.

e TheCalendarView

The CalendarView provides options for Daily, Weekly and Monthly views. See Figure 23 below fora sample
of the Monthly Calendarview.
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Figure 23 - Analyst Calendar

By defaultthe view will be settothe currentlogged on Analyst’s Calendar. If the Analyst has permissionsto
view the Calendarof other Analyststhey can selecta different Analyst from the drop downliston the left
handside of the page. The Analystsettingthatdeterminesif an Analyst canview the Calendar of other
Analyst can be found in Administration | Company Structure | Manage Analyst | Analyst Settings | Restrict
Analyst Calendar. There are fourrestriction settings:

No Access:
The Analyst does not have access to the Calendarand the Calendar menuitem will not be availablefor this
Analyst.

Own Access:
The Analyst will only have access to his own calendar.

Own Group Access:
The Analyst will be able toview the Calendar of any Analyst that belongs to the same Analyst Groups as this
Analyst.
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Full Access:
The Analyst will be able toview the Calendars of all Analystsinthe system.

e Viewing Call Backs, Tasks and Appointments.

Any existing Callbacks, Tasks or Appointments that have been scheduled for the Analyst will be displayedin
the appropriate day and timeslot. Any Tasks listed will be identified with the “Task” subjectline alongwith
the Task ID numberand the Task Type, e.g. “Task (775) — Install Upgrade”. Any Callbacks listed willbe
identified with the Callback subject line along with the related Request, Problem or Change ID number, e.g.
“Callback—Request (5564)”.

To view the details of an existingitem doubleclick it and you will receive a pop up window with the item
details. See Figure 24 below foran example. If required any details can be modified and areminderalert
scheduled. Ifareminderisscheduleandthe Analystisloggedintothe systemthey will receivea pop up
reminderalert where they can choose toview the details or Snooze or Dismiss the item. If the Analystis not
loggedintothe system atthe time of the reminderit will send them an email notification instead.

The item can be Saved or Deleted by selecting the save or delete button at the top of the window. There are
additional optionsto printthe item or markit as importor lessimportant.

3
@ Appointment - Morzilla Firefox [ =] 5 [

http://lay07/HelpBox/WebSchedule/AppointmentAdd.aspx {
[ SwveandCose 4 % 1 §

Appointment

Subject: Task(775) - Install Uprade
Location:

Start Time: 02/06/2010 [+] 12:00 am [+ CJanay Event
EndTime: 02/06/2010 [ +] 12:00 am [+
Reminder | 1 hour Show Time As:  Busy -

test]

Done

Figure 24 - Appointment Scheduler
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To add a new Appointmentto the calendardouble click in the desired timeslotand a blank appointment will
be displayed which can be completed and closed. Callbacks and Tasks cannot be scheduled from withinthe
Calendarand must be scheduled through the related Request, Problem or Change orfromthe main menu
Log New drop down.

e AnalystAvailability View

The Analyst Availability View provides asimple, easy toview two week timelinedisplaying any Analyst
Absenceswhich are scheduled forthe period. Each Analystislistedinthe left hand columnand the Absences
will be displayedinthe corresponding date columns. Multiple Absences can be scheduled forthe same
Analystandthey can overlapif required. Analyst Absence Types are userdefined and can be color coded for
easy visual identification. Analyst Absence Types can be created in Administration | Company Structure |
Manage Analyst Absence Types.

See Figure 25 below fora sample of the Analyst Availability View.

4 b today w 3/06/2010 - 16/06/2010

3/06/2010 4/06/2010 5/06/2010 6/06/2010 7/06/2010 8/06/2010 9/06/2010 10/06/2010 11/06/2010 12/06/2010 13/06/2010 14/06/2010 15/06/2010 16/06/2010
Admin

Alan Bird
Chris Dunn  Holiday Leave

Training

David Jones
Gene Tierney
gpowell
hbanalyst01
hbogart

Jim Qark Tisining

jiynn
jpainter

laytonadmin g,c, o the home stretch.

lei

Pete Smith In Tokyo this week.

Rick
rrunko
sdfs
testl

Figure 25 - Analyst Availability View

To add an Analyst Absence double clickin the required day for the Analyst and you will be presented with a
small window where you can enter the details along with options to Save, Cancel orselect further Options. If
the Absence entry does notrequire specificinformation such asthe Absence Type ora start and finish time,
once you enterthe textinformation and click save it will create an Absence that will coverthe whole day.
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To enterthe Absence Type along with the startand finish times select the Options button and you will be
presented with the Edit Absence page where the full details can be added, see Figure 26 below. Once the
details have been added click the save buttontoreturn tothe Analyst Availability View.

Edit Absence .

Motes |Holiday Leave

Start time |2/06/2010 v | 11:00 AM End time 7/06/2010 +| (2:30PM ~ All day

Analyst: | Chris Dunn v

Type: |Holiday Leave -

Save Cancel

Figure 26 - Creating an Analyst Absence

If an Analyst Absence period needs to be extended, shortened or moved from one day to another, this can be
achieved quickly using drag ‘n drop on the main Analyst Availability View calendar. To extend orshorten the
Absence simply hoveroverthe right hand end of the Absence until the right and left arrows appear, then
clickand hold and drag the Absence tothe right or left. To move the whole Absence from one day or period
to another, clickand hold on the Absence and drag it to the requiredlocation.

Note that when an Analyst has an Absence scheduled HelpBox will not automatically assign Requests to this
Analyst. Any Analyst Absences will also be indicated inthe select Analyst popup windows when a Request,
Problem or Change is being manually assigned. If an Analystis Absentthe Available column nextto their
name will notdisplay atick.

ASSETS (AuditWizard Connection)

The Assetinformation displayedin the Layton ServiceDesk Assets Tabis provided by AuditWizard, Layton
Technology’s Asset Management software. For more information on AuditWizard please visit our website
www.laytontechnology.com

To configure the AuditWizard connection please seethe AuditWizard settings section.

The Assets Tab providesalist of assetsin a tree structure which are displayed the left hand panel. The Layton
ServiceDesk Assets Tab view mirrors the Network View within AuditWizard andis based onthe location
structure configuredinthe AuditWizard ad ministration section. Please see Figure 27 below.
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Sydney LAYSVRO2 In Use Nat Deployed 192.168.0.3
i Sydney Router In Use Nat Deployed 192.168.0.254 11/05/2010 9:43:02 AM

Figure 27 - Assets View

e ViewinganAsset

To view the Summary information of an Asset click on the Asset name in the tree view. The right hand panel
will display aweb tab containingthe summary information of the asset along with the details of any
Requests, Problems and Changes that have been logged against this asset.

The Summaryinformation contains the Asset Type, Make, Model, Asset Tagand Serial Number. The
Networkinginformation contains the IP Address, MAC Address and Domain/Workgroup. The Audit

Information displays the date thatthe asset was last audited and the type of scanner that audited the asset.

See Figure 28 below for the summary view of an Asset.
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SNMP

Figure 28 - Asset Summary View

To view the history details of any Requests, Problems or Changes that have beenlogged against this asset

simplyclickonthe relevant tab. The details of a particular Request, Problem or Change can be viewed by

clickingonthelinkinthe list.

To view more detailed information on the asset you can expand the assetin the tree structure to view the

differentaudit categories such as Applications, Hardware and System. Each category can then be expanded

furtherto reveal specificinventory information. To view the details of the inventory component simply click
on theitemand the information will be displayed in the right hand panel. See Figure 29 below foran

example.

v @ Layton Technology
v @ Sydney

» ¢ APPLE DEVICE (D0-26-08-87-E7-17)

3 G HP4350dtn
> §fjLavos
> WjLavos
> &fjLavos
~ Rfjraver
[ Applications
~ [ Hardware
» & Adapters
@ Network
o BIOS
R CPU
> [ Memory Slots
%R Memory
» 5y Printers
» [@ Physical Disk
< Disk Drives
~ B system
1% Services
1% Environment Variables
@ Locale
[ Objects
{8 Local User Accounts
> 4 Windows Security
> [k Patches
& Internet
T FileSystem
[ History
7 User Data
> B Lavos
> Bfjravio

Audited Data

Item

Value

Internal System 1D
System Manufacturer
System Model

System Serial Number

Bios Manufacturer

Bios Version

Bios Date

Asset Tag

Figure 29 - Asset
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Version 1.10 2.2.1
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A Request, Problem or Change can be logged against an Asset by clickingonthe Add New Request, Problem
or Change icons on the asset summary page. Thiswill openanew Request, Problem or Change form
accordingto the default settings and will automatically populate the assetinthe Asset IDfield.

If your ServiceDesk does not require the Assets Tab this can be disabled by going to Administration | System
Settings | AuditWizard.

By defaultall Analysts are given access tothe Assets Tab. To turn off access foran individuatl Analystgo to

Administration | Company Structure | Manage Analyst | Analyst Settings | Access Restrictions | Assets
Access.

e Searching foran Asset

To search foran assetclick on the Search Asseticoninthe AssetTab sub menuandyou will presented with
the Search Asset page, please see Figure 30below. A search can be conducted based on a range of different
criteriasuch as the Asset Name and IP address along with the search scope whichisthe assetlocations. Once
the search criteriahas been entered clickthe Find button and any matching assets will be listed and details of
the assetcan be viewed by double clicking the asset.

Search Criteria

Search Scope
If you wish to perform a wildcard search, please use the '%' character.

= [/]® Layton Technology
lay07 Find - [7]§® Sydney
Asset Details Other
V| Asset Name Serial Number Hardware Items
Asset Tag IP Address Scanned Files
Asset Make MAC Address Internet History / Cookies
Asset Model User Defined Fields Installed Applications
Asset Name Location Found In Item
ED LAYO7 Layton\Sydney Asset Mame LAYOT
Found 1 result OK Cancel

Figure 30 - Searching Assets
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USING LAYTON SERVICEDESK (ANALYST)

Having configured Layton ServiceDesk™ to your requirements, or maybe you are using the default settings,
this Chapterwill now show you how to use Layton ServiceDesk™. You should have already read the SYSTEM
CONCEPTSAND TERMINOLOGY section.

SYSTEM ACCESS AND MENU

As discussedin the System Access and Menu Structure section there are two types of system access, Analyst

and End User. The Analystthen hasa furtherlevel of security or system access depending on their “Security
Group” setting. Thissetting will either be Administrator or Standard where the Administrator Menuitem
will not be made available.

Any Menu item can be selected atany time but when creating or editing data unless the “Save” iconor
button (if available) is selected then details entered will not be saved.

e LogonPage

Afterselecting the Layton ServiceDesk™ shortcut or web connection you will then be presented with the
Logon screento enteryouruser name and password. Then select the type of system access required, in this
case, “Analyst Login”.

The loginscreenisalso configurable soif you do not require End Users to have access to the systemyou can
change the login screen option by using the Administration | General Settings | Security | General Security
and “Allow End Userlogin”. With this option turned off there will be no fieldsforthe End userto login. End
Users can registerthemselves when first accessing the system, but this facility can be removed by using
Administration | General Settings | Security | Global End UserSecurity and “Allow End User Reg”.

If you have not set any system users up then user of “Admin” and Password of “mib” will provides initial
entry to the system.

e AnalystMenu

When accessing Layton ServiceDesk™ as an Analyst you will be presented with the Menu structure at the top
of the screen and your “Home” screen orview as you have specified using My Settings | Home Screen.
Otherwise you see the system default screen, which is “My Assigned Requests” or Requeststhat have been
assignedtoyou.
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v
bl o Dashboard Home Calendar Search  Settings  Assets  Solutions  Reporting 2@ 0
[E) View Requests  [E] View Problems | [E) View Changes | [E] View Tasks [ Whiteboard | 3 Group Queue | s New
Requests
All Open Requests
IT Incidents | General Request | HR Requests | Senvice Requests | All
i) Date/Time End User Request Type | Assignee ‘ Status ‘ Priority | Due By ‘ ‘ | ‘

435 8/05/2010 12:03:00 PM Rob Smith hbogart Open Low 14/05/2010 3:00:00 PM H B &
433 6/05/2010 10:37:00 AM Rob Smith Open - 12/05/2010 4:37:00 PM H 7 &
432 3/05/2010 3:15:00 PM Rob Smith 5 Open Low 10/05/2010 12:45:00 FM @ 7B 2
429 29/04/2010 1:30:00 PM Admin Open - 6/05/2010 11:00:00 AM B g £ 8
426 23/04/2010 4:56:00 PM Rob Smith Faults/Printer/Paper Jamming Gene Tierne: Open = g g
425 23/04/2010 4:47:00 PM Rob Smith 5 Open - 30/04/2010 2:17:00 PM [=E R4
424 23/04/2010 1:49:00 PM Admin Open - 30/04/2010 11:19:00 AM H B &
423 22/04/2010 10:13:00 AM Barry John Faults/Printer/Not Printing Gene Tierne: Open - 4/05/2010 5:00:00 PM ERE=R4
421 22/04/2010 2:27:00 PM Rob Smith Open - 29/04/2010 11:57:00 AM m g 2 8
420 31/03/2010 12:54:00 PM Barry John Admin Open - 10/04/2010 1:00:00 AM 2 B &
415 20/04/2010 10:45:00 AM Admin Open - 26/04/2010 4:45:00 PM =2 @ &
414 20/04/2010 10:42:00 AM Admin Qpen - 26/04/2010 4:42:00 PM B B &
413 20/04/2010 10:39:00 AM Admin Open - 26/04/2010 4:39:00 PM ERE=R4
410 16/04/2010 9:45:00 AM Rob Smith Gene Tierney Open - 22/04/2010 3:45:00 PM H B ¢ 8
409 £/04/2010 11:14:00 AM Rob Smith Eaults/Network Open H2 E &
07 23/03/2010 4:35:00 PM Rob Smith Business Software/MYOB Admin Open = g 2
% 23/03/2010 4:19:00 PM Rob Smith HR Request/Leave Request Pete Smith Open B @ 2
402 23/03/2010 3:55:00 PM Rob Smith Business Software/MYOB hbogart Open H B g
401 23/03/2010 3:49:00 PM Rob Smith Business Software/MYOB hbogart Qpen H Ed &
400 23/03/2010 3:48:00 PM Rob Smith PABX/PABX Test Alan Bird Open E B ¢ 8

1234

Figure 31 - Request List View

The examplein Figure 31 shows the Menu structure and a sample default list view of “My Assigned
Requests” or havinglogged into Layton ServiceDesk™ the screen that the Analystis presented with.

The main Analystactivities are grouped underthe Home menuitem. Thisis where all new Requests, Tasks,
Problems and Changes are logged and existing ones viewed, amended or progressed. The following sections
define the activities of the Menu butin order of Layton ServiceDesk™ functions and not Menu order.

e Whiteboard & Analyst Group Queues

—+ Whiteboard:

The Whiteboard allows an Analyst to place messages onthe scrolling banneratthe top of the screen.
Messages can be edited by clickingonthem or added by clickingthe “Add New” icon. You can specify astart
and end date between which the message will appear, asubject and who the message was created by. In
addition you may specify a public/privateflag that allows the message to be shown only to Analysts (private)
or to both End Users & Analysts (public). There are alsofilters thatallow you to post Whiteboard messages
that are only visibleto specific Analyst Groups, Site, Departments or Companies.
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G Analyst Group Queues:

The Analyst Group Queues display the current number of Assigned and Unassigned requests for each Analyst
Group. Ifthe Problem & Change Management feature has been enabled thentherewillbe columns
displayingthe number of Assigned and Unassigned Problems & Changes for each Analyst Group.

LOGGING ANEW REQUEST (ANALYST)

New Requests are created orlogged by Analysts using Home | New | Request or by using the QuickAction
Menu or by convertinganincoming email into arequest. The Analyst Requestformis displayed allowing you

to enterRequestdetails as required oras you have defined using Administration | Form Design | Analyst
Request.

All data fields can be made mandatory forentry before aRequest can be saved and also compulsory before a
Requestcan be closed. Thisisachieved by settingthe appropriate field properties when using the Form
Design.

Althoughthe Analyst Request formisvery configurable and fields can be added, deleted oramended, certain
system fields will normally always be present. The example definedin Figure 32below shows the system
defaultareasand data fields for the Analyst Request form.

®

Rl le g Dashboard Home Calendar Search Settings Assets  Solutions  Reporting o3 a

[El view Requests  [E] View Problems | [E] View Changes | [E] View Tasks [ Whiteboard = 2% Group Queue | g New

Analyst Request Form

Request Type: % m_‘ @
Request Id:
Problem Summary: = =
Reguest Date 24/05/2010 3:41 PM = - & ﬁ % ﬁ 'ZEJ, 5 ﬁ
Status Open Solution: %
Duration 20hr 53m _
Due B Proplem Desc | Solution Desc | Bl Comments (0) | []Tasks (0) | &7Atrachments (0) | ‘ZEReminger ©) | ECosts (0) | Slinks | @ History
ue By:
2
Closed Date: _ ,
Brresben 9 ¢ [dL00NE 88[x~ s E=a0[a-3
End User: % @ . u
oo St i B 7 U = == = | A - & & | peragraphst.. <[ Fortame -] Real .~ ||| zoom -]
= HPa350dtn & @
Asset Location: -b
=i Lavton Technology/Ner i (@)
Owned By: %
Assigned To Pete Smith #
Assign to Group: %
Service Affected Email
Priority:
Urgency: (one)
Impact: (None)
cnked To: 405 @ /' Design | €>HTML O, Preview

Figure 32 - Analyst Request Form
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e RequestNumber & Time Stamp

RequestID:
A new Request ID numberisautomatically generated sequentially butis not created until the Requestis
saved.

RequestDate:
Populated with Today’s date and time and can be amended depending on the security settingin
Administration | General Settings | Security | General Security | “Allow Request Date Edit by”

e EndUser Details

End User:

The End User is obtained by selecting the Select End Usericon nexttothe End Userfield. The “Search End
User” screen will then be displayed showing various search options; End User Name, Forename, Surname or
department. The search criteriacan be a specificname orany number of characters and all End Users
starting with the characters specified will be displayed.

Alternatively, by selecting the Search End Userlcon, all End Users will be displayed. The required End Useris
selected by clickingon any field againstan End User.

Another quick way to search for the End User isto clickinto the End Userfield and type the first couple of
letters of the End User’s username and then click the tab key on the keyboard. This will automatically bring
back a listof End Users with the username beginning with theseletters.

Ifthe End User does not existthenan End User can be created by using the Add icon displayed underthe End
User selectionlist. The End User form can now be completed and by selecting save the details are stored.
The End User is then automatically populated as the End User field on the Analyst Request form.

By selectingthe Quick Infoon End User icon"l situated nexttothe Select End Usericon, more End User
details can be displayed, such as telephone numberand email address along with alist or requests that this
End User has loggedin the past. The End User Quick info formis configurable in Administration | Form
Design | End User Quick Info.

e AssetInformation

Asset:
An Assetcanbe a PC or any itemthatis supported and can be entered as free format text or left blank.
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If the AuditWizard™ linkisimplemented then the Asset can be entered orsearched forwithinthe
AuditWizard™ inventory database by using the Select Asseticon. The Find Asset screenis now displayed
allowingyouto entersearch criteriaforthe Asset Name, IP Address or User Name, Asset Tag or Site. You can
selectthe required Asset or perform anothersearch.

However, if the End User has previously logged a Request thenthe Asset used previously will be sugge sted as
“the End User’s lastknown Asset”. This can then be selected and populated as the Asset provided the option
has been setasdefinedin Administration | System Settings | AuditWizard | “AW Get Last Asset”.

Once an Asset has been selected the Quick Infoon Asseticonl! nexttothe Assetfield canbe selectedto
display all the Assetinformation along with a history of the Request, Problems & Changes that have been
logged against thisrequest.

Asset Location:
The Asset Location will be automatically populated if the Asset has been selected from the AuditWizard™
database and the option setas defined in Administration | System Settings | AuditWizard | Auto Location.

In addition the Location can be inputdirectly orreselected by using the Select Asset Location icon.

e Site

The site at whichthe requestisloggedis defaulted when the End Useris selectedif the End User has a
default Site specified against them. Thisfield will affect the options available when selecting the “Assigned
To” Analystif the Constrain Auto Assign / Suggest To Site Optionisturned onin Administration | General
Settings | Auto Assignment Options.

e RequestType, Problem Summary & Description

Request Type:
The Request Type can be selected form the predefined structure by using the Select Request Type button.
Anylevelinthe tree structure can be selected.

Problem Summary:

An optional text field which can used to give asummary of the Problem or Request. If the requesthasbeen
created by converting anincoming email this field will be automatically populated by the Subject Line of the
email.

Problem Description:
Thisis a full description of the Request and any amount of text can be entered. Ifthe requesthasbeen
created by convertinganincoming email this field will be automatically populated by the Body of the email.
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e RequestAssignment& Ownership

Owned By:

Thisis the Analystthatowns or is responsible forthe Request. This can be automatically populated if
configured. The ownerwould probably be defaulted tothe Analystloggingthe Request. See CONFIGURING
THE SYSTEM and the Request Settings section. Alternatively, an Analyst can be selected by usingthe Select
Analysticon nexttothe Ownerfield.

Note: Requestscan be assigned to either Analysts OR Groups, but not both at the same time, by the Analyst
or Group beingsuggested forassignment using Skills or/and Loading. See CONFIGURING THE SYSTEM _and
the General Auto Assignment Settings.

Assigned To:

Thisis the Analystwhois assigned to the Requestand can be automatically populated, if configured. Using
the Select Analysticon nexttothe Assigned Tofield, the Request can be assigned to another Analyst. Ifthe
Skills option for Analystsis used and matches the Request Type entered, thenthe appropriate Analyst will be
suggestedforassignment. See Figure 33.

Once assigned toanother Analystthenthe Request will disappear from the ‘My Assigned Requests’ list view
forthe currentor logged on Analyst and appear forthe Assigned Analyst within their ‘My Assigned Requests’.

[ & HelpBox v6 - Internet Explorer provided by Dell li@éj‘
Select Analyst
No Suggestion
Username Name Available Sji\tte

Admin Admin Account v
Alan Bird Alan Bird v
Chris Dunn Chris Dunn v
David Jones | David Jones v
Gene Gene Tierney v
Tierney

apowell v
hbogart gg;'lap:-lt'lrey v
Jim Clark Jim Clark v
jlynn v
jpainter v
lei Lei Zi v
Pete Smith Pete Smith v
Rick Richard Runko v
rrunko Richard Runko v
test Admin Account v

Figure 33 - Analyst Assignment
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The Analyst Selection windowdisplays Analysts available forassignment. If the “Constrain Auto
Assign/Suggesttosite” optionisturned onand a Site is specified on the request, Analysts who are at that site
will have atick displayedinthe “AtSite” column.

Ifan Analystisonleave orhas an “Absence” currently scheduled then there will not be atick inthe
“Available” column. Howeverthe Analyst can still be manually selected if required. For more information on
please see the Analyst Availability View section.

Assign To Group:

The Analyst Group, if required, can be automatically populated providing Analysts have been associated with
Groups, see CONFIGURING THE SYSTEM and Manage Analyst Groups sections. However, if the Analyst
belongs to more than one Group, then the Group cannot be auto populated sothe Sel ect Group screen will
be presentedto choose a Group.

However, if the Requestisto be assigned to a Group and not an individual Analystthen on selecting the icon
Select Group, the Analyst Groups will be displayed.

If the Skills / Loading is used then the appropriate Group will be suggested for assighment otherwise select a
Group forassignment. Once assigned toa Group in this way (and an Analystis notassigned) then the Request
will appearasan unassigned Request within the Group and viewed through the Analyst Group Queues.

e Priority & Service Level Agreements

Priority / SLA:
Here the Priority can be selected from a predefined list of Priorities. The escalation and expiry time willbe
calculated when the Requestis saved.

If the Priority has been defined so the expiry and escalation details are entered manually or can be edited,
thenwhenthe Requestissaved; anotherscreen willappear, Confirm Request Escalations. This will enable
youto inputor change any details but ensure you select the Save icon.

The “Default” button allows you to change or restore any escalation values as defined against the Priority /
SLA within Administration. Once selected the button will change to “Store” which will allow you torevert to
values manually setforthe Request.

Althoughthe Request has been created, the expiry and escalation details will not be changed unless the
“Save”iconisselected.
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e Service,Impact & Urgency

Service:
The Business orIT Service can be selected from the drop down list. Thislistof Servicesisdefined under
Administration | Libraries | Services.

Impact:
The Impact of the Request/Incident can be selected from the drop down list. This list of Impactsisdefined
under Administration | Libraries | Impact.

Urgency:

The Urgency of the Request can be selected from the drop down list. The urgency list can be defined under
Administration | Libraries | Urgency.

e Linking Requests and the Parent/Child relationship

The Linked To field on the Request form allows the request to be linked to another Request whichis referred
to as the Parent Request. Thisfunctionis useful insituations where you have received arequestfora
particularissue and then otherrequests are subsequently logged by other End Users or Analysts forthe same
issue.

These subsequent requests can be linked to the Parent Requestand then once the Parent Requestis resolved
and closed the linked Child Requests can be automatically closed. The setting which determinesif this
automaticclosure of Child Requestsisturnedon can be foundin Administration | General Settings |
Request Settings | Spawn Closure. For more information on this setting see the Request Settings section.

When arequestis Spawned fromanother Requestusingthe Spawniconl=# thiswill automatically create
the link between the two Requests.

Clickingonthe select Request button next to the “Linked To” field will display a pop up showing any current
“Linked To” Requests (Parent Requests) and alist of all other open un-linked requests. Tolinktoa request
simply click onthe link of the relevant request. See Figure 34.
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Figure 34 - Linked To Requests

¢ Finding and Entering Solutions

Solution Base:

This function provides the ability to link to the Solutions Base and obtain a Solution oranswerto a Request.
By selectingthe Select Solution icon nexttothe Solution field, the Search Solutions Base screen will be
displayed.

This screen provides the ability to search fora Solution using a Keyword Search or simply by browsing
through the folderstructure whichis based onthe Request Type structure. The number of Solutionsin each
folderlocationisdisplayedin brackets. The Solution tree structure will be automatically expanded to show
the Request Type folder corresponding to the Request Type that was selected on the Request Form.

Request Typesare linked directly to Solutions and so this type of search can obtain a single or number of
Solutions dependinginthe Request level entered. See Figure 35below.
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& HelpBox - Internet Explorer provided by Dell =HECI] X

Search ‘{}

Clear Problem Desc:
LS _) Solutions (18) e
v Business Software (0)
-3 MYOB (0)

Faults (11)

)__i Hardwares (2)
v__i Metwork (4)

__i Email Failure (0)
! 3 Metwork Slow (4) Select
|Z] Network Slow

(2] Network Slow Test

=] Network Slow Test 2

] This is a new Test Solution to tes

Solution Desc:

Network Slow Test

m

¢ [ No Internet (0)
>__| Peripherals (1)

)__[ Printer (2)

)__[ Software (2)

-3 Hardware (0)

>_.i HR Request (0)
>_.i Incidents (3)

>_.i Information (3)
353 PABX (0)

)._.i Request Change (0)
)._.i Router Problems (0)
)._.i Training (0)

_] Test Video Sample

Figure 35 - Solutions

The Keyword Search will search the Solutions Base using a fuzzy matching method on ANY Solution Base field;
Solution, Solution Description or Problem Description. Once selected, the Solution will populate the Solution
field and the Solution Description onthe Request form.

If the Solution was notfound then a new Solution can be added by using Add button on the Solution screen.
Alternatively, a Solution Description can be entered manually without using or adding to the Solution Base.

e Additional AnalystRequestFunctions

The othericons onthe Analyst Requestform are listed below along with adescription of their functions:

ﬁ Change Request Class:

The change Request Classicon will only be availableif additional Request Classes have been created. For
more information please see the Request Classes section. The Change Request Class button allows you to
move a Request from one Class to another or create a new Request using another Request Class. The options
available forsectionare:
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o RequestClass- A drop down list of Request Classes available forsection

Move Only —Selecting this option willmove the existing request to the Request Class selected
Close Only—Createsa new Requestinthe selected Request Class and closes the existing Request
Leave Open—Createsa new Requestin the selected Request Class and leaves the existing Request
open.

%I CopyRequestto New:

Thisicon will only be visibleifitisturned onin Administration | General Settings | Request Settings | Show

Copy Request Button.

Selectingthe Copy Requestto New button will enable youto create a new request based on the same data.
There are also additional options to copy any Tasks, Comments or Attachments to the new request.

=27 Spawn Request:

The Spawn Request button will only be visible if itis switched on in Administration | General Settings |
Request Settings | Allow Spawning. Spawningallowsyouto create a Requestthatisa Child of the existing
Request. Forexampleif you had a Requestrelated toapiece of equipment, you may wantto raise a Request
to the manufacturer of that equipment. Aspawned call will allow youtodo this. For more information
please see the Spawned Request section below.

v Applying Templates:
Request Templates are pre-defined Request Forms which provide the Analysts with a quick method of logging
and closingcommon Requests. WhenaTemplate is selected the datafromthe templateis applied to the
requestform. For more information please seethe Request Templates section.

E Create Problem:

This button will only be availableif you have enabled Problem & Changesin Administration | System
Settings | Enable Problem & Change. Selectingthe Create Problem button will create anew Problem and
will copy the Request Type, Problem Summary and Problem Description datatothe new Problem. Alink will
be created between the Requestand the Problem which can be viewed in the Links section.

’=rJ Create Change:

This button will only be availableif you have enabled Problem & Changes in Administration | System
Settings | Enable Problem & Change. Selectingthe Create Change button will create anew Change and will
copy the Problem Summary and Problem Description datato the new Change. Alink will be created between
the Requestand the Change which can be viewed inthe Links section.

@ Request History:
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Shows details of all changes made to the Request. The date and time stamped changes show Analyst, End
User, Type of Change and Field changed.

ﬁ Links:

Shows ifthe requestis linked to any Problems or Changes. Tolink the requesttoan existing Problem or
Change click on the Add icon above the linklist. The next page will display alist of currently open Problems &
Changesandthe two lists will be displayed in different tabs. If any Problems or Changes are already linked to
this Requestthey will be displayed at the top of the listand will have the linked check box selected. Tolinkto
a Problem or Change simple check the box of the required Problem or Change.

‘-“] Comments:
This will allow the analystto view or create comments against the request. For more informationsee the
Comments section.

|j Tasks:

Shows the Tasks associated with the Request and allows you to update as required. New Tasks can also be
added. For more information see TASKSCHEDULING section.

”j) " Attachments:
Request Attachments allow the End User or Analystto Upload files to a Requesttoact as an attachment. For
more information see the Request Attachments section.

d
Y Request Costs:
Shows any costs that have been charged to this Request. For more information see the Request Costs
section.
Call Back Reminders:
Call Back Reminders enable Analysts to set reminders for themselves or other Analysts. The reminderisset
for a specificday and time along and can be assigned to any Analyst.
=
.9 Change Request Status:
The Change Status screenis displayed allowing you to change the Status of a Request. Eitherto Close,
Reopen orany other Status you may have defined.

e
@ Cancel Request Changes:
A new Request willnot be created or any changes saved and you are returned to your Home page.
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lﬁﬂ Save Request:
A new Requestis created and the Analyst Requestformis closed and the Home list view is displayed (unless
the Priority / SLA confirmation screen has beenrequested, see above Priority and Service LevelSelection).

Note: The “Save” option MUST be selected otherwise the Request details will not be saved and the
Request not created.

In additiontothe above default systemfields any other User Defined datafields can be added to the Analyst
Requestformasoutlinedinthe CONFIGURING THE SYSTEM section.

e Converting anIncoming Email into a Request

An incoming email request can be manually converted into a Request through the Email Pending Queue. To
configure the Incoming Email settings please see the Email Server Settings section. If there are anyincoming

emails pending this will be indicated by the number of emails onthe incoming email icon j inthe topright
of the menu. Analystaccesstothe Email Pending queuecan be turned on or offin Administration |
Company Structure | Manage Analyst | Analyst Settings | Site Access | Incoming Mail Access.

Click on the incoming email icontoview alist of the pending emails. Toview and email and convertitinto a
Request (or Comment, Problem or Change) click on the link. The details of the email willthen be displayed

and ifthereisan End User that has a matching email address it will display this End User’sinformation.
=

To convertthe email intoa requestclick onthe Convertto Requesticon| 7 . This will then display the
Analyst Request form with the End User details automatically populated and the email subject will be
mappedtothe problem summaryfield and the email body willbe mapped to the problem description field.
To complete the conversion click on the save button and this will save the requestand delete the email from
the email pending queue. If you cancel without saving this will take you back to the Email Pending Queue
and will not covertthe email intoarequest.

VIEWING AND EDITING REQUESTS

When enteringthe system as a support Analyst you have various options or Menu items to display Request
List Views soyou can editand progress Requests. The Analyst’s default Request List View can be set by going
to My Settings | Home Screen | View Requests Home Screen. By defaultthe RequestListView home screen
isset to “My Assigned Requests”. All Request listviews display the same datafield columns and asummary
of the most common viewsisdescribed below:
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My Assigned Requests: Open Requests that have been assigned to you

My Owned Requests: OpenRequeststhatare “Owned By” you.

Unassigned Requests: Any Open Unassigned Requests

Analyst Group Queues: Lists of Assigned and Unassigned Requests per Analyst Group

All Open Requests: All OpenRequestsinthe system

You may have your default orHome screen setto view your outstanding Requests orthose assigned toyou,
(My Assigned Requests), soyou can quickly see yourcurrent workload. The Request List View display can be
changed quickly and easily simply by selecting the required view from the drop down filter at the top of the
Request ListView page.

By selectingthe column headings, the list view can be sorted by ascending sequence on that columnand by
selectingagain, the orderchanged to descending. See Figure 36for an example of aRequests list view.

V6.
BLCR Ly Dashboard  Home Calendar  Search  Settings  Assets  Solutions  Reporting 2@ 0
[E) view Requests  [E] View Problems | [E] View Changes  [] View Tasks | [ Whiteboard 2§} Group Queue | g8 New
Requests
All Open Requests
IT Incidents | General Request | HR Requests | Senvice Requests | All
1 Date/Time End User Request Type | Assignee ‘ Status ‘ Priority | Due By ‘ ‘ | ‘
435 8/05/2010 12:03:00 PM Rob Smith hbogart Open Low 14/05/2010 3:00:00 PM ERE=R4
433 6/05/2010 10:37:00 AM Rob Smith Open - 12/05/2010 4:37:00 PM H B &
432 3/05/2010 3:15:00 PM Rob Smith &5 Open Low 10/05/2010 12:45:00 M =2 B 2
429 29/04/2010 1:30:00 PM Admin Open - 6/05/2010 11:00:00 AM B B &
26 23/04/2010 4:56:00 PM Rob Smith Faults/Printer/Paper Jamming Gene Tierney Open B H g
425 23/04/2010 4:47:00 PM Rob Smith Open - 30/04/2010 2:17:00 PM ERE=R4
424 23/04/2010 1:49:00 PM Admin Open - 30/04/2010 11:19:00 AM H B &
423 22/04/2010 10:13:00 AM Barry John Faults/Printer/Not Printing Gene Tierney Open - 4/05/2010 5:00:00 PM 2 78 &
421 22/04/2010 2:27:00 PM Rob Smith Open - 29/04/2010 11:57:00 AM = g g
420 31/03/2010 12:54:00 PM Barry John Admin Open - 10/04/2010 1:00:00 AM B8
415 20/04/2010 10:45:00 AM Admin Open - 26/04/2010 4:45:00 PM = @ &
14 20/04/2010 10:42:00 AM Admin Open - 26/04/2010 4:42:00 PM H B &
a3 20/04/2010 10:39:00 AM Admin Open - 26/04/2010 4:39:00 PM 2 78 &
410 16/04/2010 9:45:00 AM Rob Smith Gene Tierney Open - 22/04/2010 3:45:00 PM H B &
400 8/04/2010 11:14:00 AM Rob Smith Faults/Network Open ® Ed &
407 23/03/2010 4:35:00 PM Rob Smith Business Software/MYOB Admin Open 2 g7 7
% 23/03/2010 4:19:00 PM Rob Smith HR Request/Leave Request Pete Smith Open 2 @ &
402 23/03/2010 3:59:00 PM Rob Smith Business Software/MYOB hbogart Open 2 B 2
201 23/03/2010 3:49:00 PM Rob Smith Business Software/MYOB hboaart Open B @ &
400 23/03/2010 3:4%:00 PM Rob Smith PABX/PABX Test Alan Bird Open 5 8 2
1234

Figure 36 - Request List View

The Commentsicon = identifies whetherany comments existfora requestand by selectingthe Comments
iconthe listof Comments associated with that Request will be displayed. The Commentsicon willdisplay a
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tick = ifany Comments are presentand on hovering overthe iconthe number of Comments will be
displayed. If an End User has added a Commentto a Requestthat hasyet to be read by an Analystthen there

will be a red exclamation mark on the Commentsicon 2 indicating thatthereisan un-read Comment.

The Tasks icon[=] identifies whetherany tasks or actions exist fora Request and by Selecting the Taskicon,
the list of Tasks associated with that Request will be displayed. If there are Tasks presentforthat Request
there will be atick againstthe Task icon [d and on positioning overtheicon, the number of Tasks will be
displayed.

The Status icon shows whetherthe Requestis open@ orclosea—1, although other open Request Statuses
can be defined, see the Request Statuses section. By selectingthe Statusiconyou can change the Request

Status, i.e. close the Request.

In any of the views above, you can selecta Requesttoview, editorprogress by selectingany datafieldfora
particular Request, e.g. the Request 1D, Date, etc. Now the Analyst Requestform will be displayed showing
all the Request details. Any datafield, dependingon configuration, can be amended. The Requestcan be

assignedto anotherAnalystor Group, or completed and closed by selecting the “Change Request Status”
icon & .

See the LOGGING A NEW REQUEST (ANALYST) section above for details onindividual fields and reassigning.

Additional iconsto Cancel and Save will now appear on the Analyst Request form to provide the following
functions:

>
@ Cancel RequestChanges Cancelsall changes made to the formand returnsto the List View

@ Request History Shows details of all changes made to the Request. The date and time
stamped changes show Analyst, End User, Type of Change and Field
changed.

IJ View Tasks Shows the Tasks associated with Request and allows you to update as
required.

| & Change Request Status The Change Status screenis displayed allowing you to change the Status of a
Request. Eitherto Close, Reopen or any other Status you may have defined.

@J Save Request Savesthe Request changesand unless selected noamendmentsto the
Request will be made. The Analyst Requestformis closed and the Home list
view is displayed.
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e Comments

Request Comments can be added to the request by clickingonthe Comment icon‘-J ontherequestscreen.
This will allow the analyst to view or create comments against the request. Toadd a new comment, simply
clickon the Add New button.

Analysts may post comments with a Publicor Private status to eitherallow (Public) ordisallow (Private) End
Users from seeingthe comment. The default Comment status of either Publicor Private canbe setin
Administration | General Settings | Security | Global Analyst Security | Default Comment Status. There are
alsoindividual Analyst Settings which can determineif the Analyst can change the default Comment status
and this setting can be found in Administration | Company Structure | Manage Analyst | Analyst Settings |
Comment | Make Public/Private.

When an Analyst adds a publiccommentto a request Layton ServiceDesk can send an email notification to
the End User which contains the details of the comment. Converselyif the End Useraddsa comment Layton
ServiceDesk will send an email to the Analyst thatisassigned to the Request.

The Analysts also have an optiontoadd a Commentand select additional Analysts who will be sentan email
notification with the details of the comment.

Ifan End User replies toa comment from an Analyst viaemail, Layton ServiceDesk can automatically convert
thisemailintoa commentonthe related request. Layton ServiceDesk will then email the Analyst with the
details of the End User’s comment. Please see the Email Server Settings for further details.

e RequestAttachments

Request Attachments allow the End User or Analyst to upload filesto a Requesttoact as an attachment. For
Example this may be a screen shot of a problem or a copy of a file such as the autoexec.batfile. The End
Users access to attachments can be restricted in the system configuration, see Administration | General
Settings | Security | Global End User Security.

To attach a filetoa Requestclickonthe RequestAttachmenticon”/’? . Thiswill then displaythe list of
attachments onthe Requestandthenclickthe Add New icon. Clickingthe Add New icon will allow you to
specify the file location and submitit. [t will then appearinthe list of attachments.

The Attachment can then be viewed ordownloaded by clickingoniit. Filesthatcan be openedbythe
browserare openedina separate window. Files that can’tbe opened by the browser are downloaded and
savedto theclient PC. Attachmentscanbe deleted by clickingonthe Delete Link.
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e Spawned Request

Spawnedrequest (ifitisswitched onin Administration | General Settings | Request Settings | Allow
Spawning) allows you to create a Requestthatisa child of the existingrequest. Forexampleifyouhada
requestrelated to apiece of equipment, you may want toraise a request to the manufacturer of that
equipment. Aspawned call willallow youto do this.

The default system setting will not allow the Parentrequest to be closed unless the spawned requestis
closedfirst. If required this setting can be changed by goingto Administration | General Settings | Request
Settings | Spawn Closure.

To created a Spawned Request click onthe Spawn Request icon@ . Thiswill then display the Spawned

Requestform which can be completed and assigned as any other Request. The Request D number of the
Parent Request will be automatically populatedinthe “Spawned From” field.

Parent Requests with Spawned Child requests underthem are marked with a “SP” (the Parent) underthe
RequestIDinthe Requests List View. Spawned Child Requests with Parents above them are marked with an
“sp” (the child) underthe Request IDin the Requests List View. Clickingonthe “SP” or “sp” linkinthe
RequestList View screen will produce a pop-up window which will display the Parent and Child relationship.

e RequestCosts

The Request Cost feature can be used torecord any costs or charges that have beenincurred or will be
billable as aresult of the Request. Costscan be added for Analysts’ time spentorforotherbillable Items.
Itemsinthe Request Cost list can be added in Administration | Libraries | Cost Items.

Analysts’ can be assigned hourly charge rates which will automatically calculate the total cost based onthe
Analyst’s charge rate and the start and finish times entered. To setthe Analyst Charge Rates go to
Administration | Company Structure | Manage Analyst. Click on the Analyst’s name orusername andyou
will be presented with the Analystform. By defaultthe Analyst Cost Rate field (sys_requestcost_rate)is
displayed onthe formwhere you can enterthe Analyst’s default charge rate. If the Analyst Cost Rate fieldis
not displayed on the form see Defininga new field inthe form design section for details on how to add this
fieldtothe form.

By defaultthe system usesthe dollar currency symbol $, howeverif you use a different currency symbol you
can change thisin Administration | General Settings | Request Settings | Currency.

=)

To add a new cost transaction or to edit an existing transaction click on the Request Cost icoﬁi}"J and you

we see a list of current transactions for this Request. To edit an existing transaction click on the appropriate
link and to add a new transaction click the Add New button. You are then presented with the cost
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transaction form; see Figure 37 below for an example.
Transactions Items for New Cost Summary
Date 1/06/2010 1:37 PM - -
Summary
Labour Charges Item Charges
Analyst Admin Item
Description Description
Hour Rate $0.00 Cost $0.00
Duration 1/06/2010 11:37 AM > - | [1/06/2010 1:37 PM = - Quantity 1
Total $0.00 5 Total $0.00 P
Labour Charge List
Analyst Description Hour Rate Start Finish Total
No Labour Charges
Item Charge List
Item Description Cost QTY Total
No Item Charges
Total: $0.00
[ =

Figure 37 - Cost Transaction Form

To add a Labor Charge selectthe appropriate Analyst from the Analystdrop down list, by default this will be
setto current loggedin Analyst. Whenthe Analystis selected the Analyst’s default charge rate is populated
inthe Hour Rate field. A description of the Labor change can be added to the descriptionfield.

Once the duration start and end times are entered the total cost will be automatically calculated based on
the Analyst’s hourly rate. Once all the details have been entered click the Add button and this will be added
to the laborcharge list. Multiple labor charges can be addedif required alongwith one or moreitem
changes.

To add an Item charges selectthe requireditem fromthe drop down list. The item description and cost value
we be automatically populated based on the valued defined i n the Administration | Libraries | Cost Items
section. Addthe quantity required and then selectthe Add buttonto add the itemto the Item Charge List.

When the Labor and /or Item Charges have been completed click on the save button and this will take y ou
back to the requestform.

Layton Technology Page 118 of 178
Layton ServiceDesk v6 User Manual v2.0



@

LAYTON®
Technology

LOGGING A NEW PROBLEM

Problem Managementisakey componentof ITIL (IT Infrastructure Library). The purpose of Problem
Managementis to identify and resolve the root causes of problems inthe ITinfrastructure and therefore
eliminatefuture incidents or requests relating to this problem.

The Problem & Change Managementfunctionsin Layton ServiceDesk are enabled by default, howeverif your
service deskis notIT based or does notrequire this functionitcan be disabled by going to Administration |
System Settings | Application Settings | Enable Problem & Change.

There are fourwaysin whicha New Problem can be created or logged by an Analyst.

By usingHome | New | Problem.

By using the QuickAction Menu if you have added Log New Problem to your QuickAction list.
By creating a Problem from within an existing Request.

By convertinganincomingemailintoaProblem.

HwWw DN

By selecting any of the above options the Problem formis displayed allowing you to enter Problem details as
required oras you have defined using Administration | Form Design | Problem.

All data fields can be made mandatory for entry before a Problem can be saved and also compulsory before a
Problem canbe closed. Thisis achieved by setting the appropriate field properties when using the Form
Design.

Althoughthe Problem formisvery configurable and fields can be added, deleted oramended, certain system
fieldswillnormally be present. The example defined in Figure 38 below shows the system default areas and
data fields for Problem Form.
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RLGE R g Dashboard Home Calendar Search Seitings Assets Solutions Reporting
[E) view Requests  [E] View Problems  [E] View Changes  [E] View Tasks [} Whiteboard 2§ Group Queue s New
Problem Form
Problem Type: # @ @ Jﬂ]
Pz Problem Summary:
Date Logged 18/05/2010 5:50 P -
Status: Open Deseription | Cause | Solution | EComments (0) | [FTasks (0) | ¢PAttachments (0) | @EReminder (0) | @ History | B Costs (1) | SLinks
Duration (HD Mins):  7Shr 19m .f
Due By: 25/05/2010 3:00:00 PM EEEY 9-0- BEOOIR BR[xxwEEFO|(0- 3
Resolved Date: B 7 U ahe === | A3y %l Paragraph St... -| Font Name - | Real v| Zoom v‘
Logged By: Admin k]
Assigned To: Admin #&
Assigned To Group: &
Priority: Lowe .
Urgenoy: Urgent .
Impacts: User .
Services Affected: £
Assets Affected: % @
/' Design | <>HTML @ Preview

Figure 38 - Problem Form

e ProblemID Number & Time Stamp

ProblemId:
A new Problem ID Numberis automatically generated sequentially butis not created until the Problemis
saved.

Date Logged:
Populated with Today’s date and time and can be amended depending on the security settingin
Administration | General Settings | Security | General Security | “Allow Request Date Edit by”

e ProblemAssignment

The Assignment & Ownership or Problems uses the same principles as outlined above inthe Request
Assignment & Ownership sectionabove forlogginganew request.

Logged By:

Thisis the Analyst who has logged the Problem and this can be automatically populated if configured. See
the CONFIGURING THE SYSTEM and Problem Settings sections. Alternatively, an Analystcan be selected by
usingthe Select Analysticon nexttothe “Logged By” field.
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Assigned To:

Thisis the Analystwhoisassigned tothe Problem and this can be automatically populated if configured. The
Assignee is usually defaulted to the Analystlogging the Problem. See the Problem Settings section for details.
Using the Select Analysticon nexttothe “Assigned To” field the Problem can be assigned to another Analyst.
If the Skills option for Analystsis used and matchesthe Problem Type entered, then the appropriate Analyst
will be suggested forassignment.

Ifan Analystisonleave orhas an “Absence” currently scheduled thenthere will notbe atick inthe
“Available” column. Howeverthe Analyst canstill be selected if required. For more information on “Analyst
Absence” please seesections Error! Reference source not found..

Assign To Group:

The Analyst Group, if required, can be automatically populated providing Analysts have been associated with
Groups, see System Configuration and Manage Analyst Groups. However, if the Analyst belongs to more
than one Group, thenthe Group cannot be auto populated sothe Select Group screen will be presented to
choose a Group.

However, if the Problemisto be assigned to a Group and not an individual Analyst then on selecting the icon
Select Group, the Analyst Groups will be displayed.

If the Skills / Loadingis used then the appropriate Group will be suggested for assignment otherwiseselecta
Group forassignment. Once assigned toa Group in thisway (and an Analystis notassigned) thenthe
Problem will appearas an unassigned Problem within the Group and viewed through the Analyst Group
Queues.

e Priority, Urgency & Impact

Priority / SLA:
Here the Priority can be selected from a predefined list of Priorities. The escalation and expiry time willbe
calculated whenthe Problemis saved.

If the Priority has been defined sothe expiry and escalation details are entered manually or can be edited,
thenwhenthe Problemissaved;anotherscreen will appear, Confirm Problem Escalations. This willenable
youto inputor change any details butensure you select the Save icon.

The “Default” button allows you to change or restore any escalation values as defined against the Priority /
SLA within Administration. Once selected the button will change to “Store” which will allow you to revert to
values manually setforthe Problem.

Althoughthe Problem has been created, the expiry and escalation details will not be changed unless the
“Save”iconisselected.
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Impact:
The Impact of the Problem can be selected fromthe drop down list. Thislist of Impactsis defined under
Administration | Libraries | Impact.

Urgency:

The Urgency of the Problem can be selected fromthe drop down list. The urgency list can be defined under
Administration | Libraries | Urgency.

e Services Affected

The Services Affected field allows you to enter one or more IT or Business Services that are affected by the
Problem. To add or remove items click on the select icon next to the “Services Affected” field and this will
displayapop up window with a list of Services which can be added in the left hand column and a list of the
selected Servicesinthe righthand column. See Figure 39. To add a Service selectitin the left hand column
and thenclick the arrow pointing rightthatisin betweenthe two columns. Toremove anitem that has been

selected reverse the process. Click the green OK iconl&@) to save the selections.

(@ HelpBox - Internet Explorer provided by Dell " Lﬂj-t_hj
Select Services
2

| Email SAP ‘

| Internet @i i
»
«

Figure 39 - Select Services Form
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e Assets Affected

If the AuditWizard™ linkis implemented, then one or more Assets that are affected by the Problem can be
selected. To enable the AuditWizard link please see the AuditWizard section.

To selectan Asset click on the Select Asseticon and this will then display a pop up window showing the asset
tree structure in the left hand panel and any assets that have already been associated with the Problem in
the right hand panel. Please see Figure 40.

& HelpBox - Internet Explarer provided by Dell 3

Select Services

—|-® Layten Technology LAYDT
- Sydney
- APPLE DEVICE (00-26-08-87-E7-17)
%2 HP4350dtn
i LaY04
B Lavos
i&ff Lavos
i) LAY08
B Lavio
- [l LarsqLol
5| Lavsvrot
- LaYsvRO2

B LTy

- @ Router

Figure 40 - Select Assets Form

To selectan Assetsimply dragthe assetfrom the tree structure intothe panel onthe right and thenclick the

green OK buttonl@_@ . To remove ordelete an Asset that has beenselected simply dragthe Asset backinto
the tree structure. Note that itdoes not matterwhere you drag the Asset back to inthe tree structure as it
will not affectthe assets location.

To search foran Assetclick on the Search Icon and the Find Assetscreenis now displayed allowing you to
entersearch criteriaforthe Asset Name, IP Address or User Name, Asset Tag or Site. You can selectthe
required Asset or performanothersearch.

Once an Asset or multiple Assets have been selected and the window closed, the Quick Info on Asset icon'{)
nextto the Assetfield can be selected to display all the Assetinformation along with a history of the Request,
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Problems & Changes that have been logged against this Asset.

e ProblemType, Problem Summary & Description

Problem Type:

The Problem Type can be selected form the predefined structure by using the Select Problem Type button.
Anylevelinthe tree structure can be selected. The Problem Types use the same structure as the Request
Typesand can be fined in Administration | Libraries | Request Types.

Problem Summary:

An optional text field which can used to provide asummary of the Problem. Ifthe Problem has been created
by the convertinganincoming email this field will be automatically populated by the Subject Line of the
email.

Problem Description:

Thisis a full description of the Problem and any amount of text can be entered. If the Problemhasbeen
created by convertinganincoming email this field will be automatically populated by the Body of the email.

¢ Finding and Entering Solutions

This function provides the ability to link to the Solutions Base and obtain aSolutionto a Problem orcreate a
new Solution which can be added to the Solutions Base. By selectingthe SelectSolutionicon nexttothe
Solutionfield, the Search Solutions Base screen will be displayed.

Thisscreen provides the ability to search fora Solution using a Keyword Search or simply by browsing
through the folderstructure which is based on the Problem Type structure. The numberof Solutionsin each
folderlocationis displayedin brackets. The Solution tree structure will be automatically expanded to show
the Problem Type folder corresponding to the Problem Type that was selected on the Problem Form.

Problem Types are linked directly to Solutions and so this type of search can obtain a single ornumbe r of
Solutions dependinginthe Problem level entered.

The Keyword Search will search the Solutions Base using a fuzzy matching method on ANY Solution Base field;
Solution, Solution Description or Problem Description. Once selected, the Solution will pop ulate the Solution
fieldandthe Solution Description on the Problem form.

If the Solution was notfound then a new Solution can be added by using Add button on the Solution screen.
Alternatively, aSolution Description can be entered manually without using or adding to the Solution Base.
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e Additional Problem Functions

The othericons onthe Analyst Requestform are listed below along with a description of their functions:

’j Create Change:

This button will only be availableif you have enabled Problem & Changes in Administration | System
Settings | Enable Problem & Change. Selectingthe Create Change button will create anew Change and will
copy the Problem Summary and Problem Description datato the new Change. Alinkwill be created between
the Problem and the Change which can be viewed in the Links section.

@ Problem History:
Shows details of all changes made to the Problem. The date and time stamped changes show Analyst, End
User, Type of Change and Field changed.

@ Links:

Showsifthe requestis linked to any Requests or Changes. Tolinkthe Problemto an existing Request or
Change click on the Addicon above the linklist. The next page will display alist of currently open Requests &
Changes andthe twolists will be displayed in different tabs. If any Requests or Changes are already linked to
thisrequestthey will be displayed at the top of the listand will have the linked check box selected. Tolinkto
a Request orChange simple check the box of the required item.

—-‘:I Comments:
Thiswill allow the analyst toview or create comments against the Problem. For more information on
Comments see the Request Comments.

|j Tasks:

Shows the Tasks associated with the Problem and allows you to update as required. New Tasks can also be
added. For more information see the TASK SCHEDULING section.

”jf ' Attachments:
Problem Attachments allow the End User or Analyst to Upload filestoa Problem to act as an attachment. For
more information see the Request Attachments section.

&
E Call Back Reminders:
Call Back Reminders enable Analyststosetreminders forthemselves or other Analysts. The reminderis set

for a specificday and time alongand can be assigned to any Analyst.
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“Z~ Problem Costs:
Any Costs as a resultof the problem, either Analysts’ Time or chargeable Items can be logged against the
Problem. Formore information on costs see the Request Costs section.

Change Problem Status:
The Change Status screenis displayed allowing you to change the Status of the Problem. EithertoClose,
Reopen orany other Status you may have defined.

"@ Cancel Request Changes:
A new Problem willnot be created and you are returned to your Home page

@J Save Request:
A new Problemiscreated and the Problemformis closed and the Home list view is displayed (unless the
Priority / SLA confirmation screen has been requested, see above Priority and Service LevelSelection).

Note: The “Save” option MUST be selected otherwise the Problem details will not be saved and the
Problem will not be created.

In additiontothe above default system fields any other User Defined datafields can be added to the Problem
formas outlined in the System Configuration.

e (Converting anIncoming Email into a Problem

An incoming email can be manually converted intoa Problem through the Email Pending Queue. To
configure the Incoming Emails please see the Email Server Settings. If there are anyincoming emails pending

thiswill be indicated by the number of emails on the incoming email icon j inthe top right of the menu.
Analystaccessto the Email Pending queue can be turned on or off in Administration | Company Structure |
Manage Analyst | Analyst Settings | Site Access | Incoming Mail Access.

Click on the incoming emailicontoview alist of the pendingemails. Toview and email and convertit intoa
Problem (ora Request, CommentorChange) click on the link and the details of the email will then be

displayed. To convert the email into a Problem click on the Convertto Problem iconD; . Thiswillthen
display the Problem form and the email subject will be mappedto the problem summary field and the email
body will be mappedtothe problem description field. Tocomplete the conversion click onthe save button
and this will save the Problem and delete the email from the email pending queue. If you cancel without
savingthis will return you to the Email Pending queue without converting the email into a Problem.
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e (Closingthe Problemandlinked Requests

OpenclosingaProblemif there are any open Requests thatare linked to this Problem apop up dialogbox
will promptthe Analyst asto what action should be taken regarding these open Linked Requests. There are
three options available:

Leave Open:
Thisoption will close the Problem and leave open any linked Requests. If enabledinthe Email Bodies section
the following email notifications will be triggered:

Problem has been Closed (Notify Analyst who logged Problem)
Problem has been Closed (Notify Analyst Assigned to Linked Requests)
Problem has been Closed (Notify Analyst Group Assigned to Linked Requests)

Close:
This option will close the Problem and close any linked Requests. If enabledinthe Email Bodies sectionthe
following email notifications will be triggered:

Problem has been Closed (Notify Analyst who logged Problem)

Problem has been Closed (Notify Analyst Assigned to Linked Requests)
Problem has been Closed (Notify Analyst Group Assigned to Linked Requests)
Requesthas been Closed (NotifyEnd User)

Close and Copy Solution:

This option will close the Problem and copy the Problem Solution information to the Problem Solution field in
the linked Requests and then close those Requests. If enabled in the Email Bodies section the following email
notifications will be triggered:

Problem has been Closed (Notify Analyst who logged Problem)

Problem has been Closed (Notify Analyst Assigned to Linked Requests)
Problem has been Closed (Notify Analyst Group Assigned to Linked Requests)
Requesthas been Closed (NotifyEnd User)

LOGGING A NEW CHANGE

Change Managementis a key ITIL (IT Infrastructure Library) component. The main objective of Change
Managementisto ensure standardized procedures for the handling of changes tothe IT infrastructure. This
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will help to minimize the impact on services and prevent or reduce the impact of related incidents.

Requests for Change may resultfrom Problems that have beenidentified in the ITinfrastructure which
requiresaChange to resolve the underling root cause or they may arise frominitiatives seekingtoimprove
services and efficiencies.

The Problem & Change Managementfunctionsin Layton ServiceDesk are enabled by default, howeverif your
service deskisnotIT based or does notrequire thisfunctionit can be disabled by goingto Administration |
System Settings | Application Settings | Enable Problem & Change.

There are fourwaysin whicha New Change can be created or logged by an Analyst.

By usingHome | New | Change.

By using the QuickAction Menu if you have added Log New Change to your QuickAction list.
By creatinga Change from within an existing Request or Problem

By convertinganincoming email intoa Change.

AW

By selectingany of the above optionsthe Change formis displayed allowing you to enter Change details as
required oras you have defined using Administration | Form Design | Change.

All data fields can be made mandatory for entry before a Change can be saved and also compulsory before a
Change can be closed. Thisis achieved by setting the appropriate field propertie s when using the Form
Design.

Althoughthe Change formisvery configurable andfields can be added, deleted oramended, certain system
fields willnormally be present. The example defined Figure 41 below shows the system defaultareas and
data fields for Change Form.
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RAGRC LRy Dashboard Home Calendar Search Settings Assets  Solutions  Reporting &A@

[E view Requests | B View Problems | [E] view Changes ] View Tasks | [ Whiteboard 2 Group Queue s New

Change Request @

Change 1d: Change Summary: e % AE

Date Logged: 1/06/2010 2:49 PM

RequeaedlEys Admin % Description | Impact | Implementation | Rallback | [ZTasks (0) | B Comments (0) | Z7Attach (0) | ‘ZEReminder (0) | B Costs (0) | SLinks
Assigned To: Admin % 2L
s e % GTHE s Ra- 90 |HEOONE 88 x nH=a0[(0-3-]

SEE == | A- & b | Persgraph st o[ FontName  ~|Real .~ || Zoom -

Schedule Start:

Schedule Finish:

Completed On:

Change Type: (one)

Status:

Approval Status: eending

Urgency: =

Impacts: —

Services Affected: b

Assets Affected: % @

7 Design | 4»HTML  © Preview

€ Local intranet | Protected Mode: Off 4 v ®10%

Figure 41 - Change Form

e ChangelID Number & Time Stamp

Change Id:

A new Change ID Numberis automatically generated sequentially butis not created until the Change is
saved.

Date Logged:

Populated with Today’s date and time and can be amended depending on the security settingin
Administration | General Settings | Security | General Security | “Allow Request Date Edit by”

e ChangeRequested By & Assigned To

Requested By:

A Change can be requested by an Analystoran End User. This isthe Analyst or End Userthat has requested
the Change. This can be automatically populated if configured, see Change Settings. Alternatively an Analyst
or End User can be selected by using the Selecticon nexttothe Requested By field. Thiswill display the list
of Analystsand End Users intwo separate tabs.
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Assigned To:

Thisis the Analyst whois assigned to the Change and can be automatically populated if configured, see
Change Settings. Usingthe Select Analysticon nexttothe “Assigned To” field the Change can be assigned to
another Analyst.

Ifan Analystisonleave orhas an “Absence” currently scheduled then there will notbe atick inthe
“Available” column. Howeverthe Analyst canstill be selected if required. For more information on “Analyst
Absence” please seesections Error! Reference source not found..

Assign To Group:

The Analyst Group, if required, can be automatically populated providing Analysts have been associated with
Groups, see CONFIGURING THE SYSTEM and Manage Analyst Groups. However, if the Analyst belongs to
more than one Group, thenthe Group cannot be auto populated so the Select Group screen will be
presentedtochoose a Group.

However, if the Change is to be assigned toa Group and not an individual Analystthen on selecting the
Analyst Group selectionicon the Analyst Groups will be displayed.

Once assigned toa Group in thisway (and an Analystis not assigned) then the Change will appearasan
unassigned Change within the Group and viewed through the Analyst Group Queues.

e Scheduled Start,Finish and Completion

Scheduled Start:
Thisis the date/time that work on the Change is due to begin. The date and time can be manually entered
directlyintothe field oryou can use the date selector button on the right hand side of the date field.

ScheduledFinish:
Thisis the date/time that work on the Change is scheduled to be completed.

Completed On:
Thisis the actual date/time thatthe Change was completed.

e Change Types & Change Statuses

Change Type:

The Change Types are userdefined and can be configured in Administration | Libraries | Change Types.
Examples of Change Types may include; Routine, Minor, Major, Emergency. Formore information see
Change Types.
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Change Statuses:

By defaultthere are two Change Statuses, Open and Completed. Howeverany number of userdefined
Change Statuses can be created in Administration | Libraries | Change Statuses. For more information see
Change Statuses.

e Change Approval Status

There are three Change Approval Statuses, Pending, Approved and Rejected. When a Change is created the
default Change Approval Status will be set to Pending.

If the Change requires approval from one or more Analysts or CAB Groups thenthe required approvers can

.

be added usingthe Change Approval icon . See the Change Approval Process section belowfor further
information.

Dependingonthe Change settings configured in Administration | General Settings | Change Settings, the
Change Status can be automatically changed to Approved or Rejected depending on the outcome of the
Change Approval process. Formore information onthese Change settings please seethe Change Settings

section.

If the Change does notrequire approval from additional Analysts or CAB groups then the Change Status can
be manually changed from Pendingto Approved (or Rejected) by any Analyst who was been given permission
to change the Approval Status. This Analyst Setting can be found in Administration | Company Structure |
Manage Analyst | Analyst Settings | Access Restrictions | Can Set Change Approval Status.

e Change Urgency & Impact

Urgency:
The Urgency of the Change can be selected from the drop down list. The urgency list can be defined under
Administration | Libraries | Urgency.

Impact:
The Impact of the Problem can be selected fromthe drop down list. Thislist of Impactsis defined under
Administration | Libraries | Impact.

e Services Affected

The Services Affected field allows youto enterone ormore IT or Business Services that are affected by the
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Change. The selection of the Services Affected works inthe same manneras outlinedinthe Logging New
Problemsection and the details can be viewedinthe Services Affected section.

e Assets Affected

If the AuditWizard™ linkisimplemented, then one or more Assets that are affected by the Change can be
selected. Toenable the AuditWizard link please see the AuditWizard section.

The selection of the Assets Affected works inthe same manneras outlinedin the Logging New Problem
section and the details can be viewed in the Assets Affected section.

e Change Summary,Description, Impact, Implementation & Rollback

Change Summary:

Thisfieldisusedto entera brief summary of the change. If the Change has been created by convertingan
incoming email then thisfield will be automatically populated with the subject line of the email. If the
Change was created from an existing Request or Problem then this field will be automatically populated with
the Summary field from the Request or Problem.

Description:

Thisfieldisusedtoentera detailed description of the Change. If the Change has been created by converting
an incoming email then this field will be automatically populated with the body of the email. If the Change
was created froman existing Request or Problem then this field will be populated with the Description field
fromthe Request or Problem.

Impact:
Thisfieldis used to entera detailed description of the expected impact of the Change on any users, groups,

services, assets, business, etc.

Implementation:
Thisfieldis used to entera detailed description of the Change Implementation plan.

Rollback:
Thisfieldisusedto entera detailed description of the Change Rollback Plan.

e Change Approval Process

Changes can be approved either manually by any authorised Analyst or by a Change Approval workflow
process which can involve one or more Analysts or CAB Groups.
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Change advisory boards (CAB) assistinthe assessment, prioritization and approval of requests for change.
The CAB group is generally made up of Analysts that are chosen to ensure thatthe change requestis 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
offerthe different perspectives necessary to ensure properdecision making. A CABisan integral part ofa
defined change management process designed to balance the need for Change with the need to minimize
inherentrisks.

The Change Approval process can automatically update the Change Approval Status field based onthe
configuration settingsinthe Change Settings section. Forexample you can configure the systemto
automatically setthe Change Approval Status to “Approved” if all Change Approvers recommend the change.

Ifa Change requires one or more Analysts or CAB Groups’ approval before the Change can proceedthe

-~

Analyst or CAB Groups can be added to the approvals list by clicking the Change Approval icon . Youwill
then be presented with the Change Approvals list page. Please see Figure 42 below which showsasample
Change Approval list which has one individual approver and two members of the ITProcurement CAB Group.

Manage Change Approvals for Change '38’

Approval

Recommedation Motes Requested Received
Dependency

ID CAB Group Approver Approval State

56 Chris Dunn Reguested Click to Select Click to Add 2/06/2010 11:04:00 AM

58 IT Procurement Admin _ Dot ret 56 Click to add
Reguested

59 IT Procurement Jim Clark | Hec Tt 56 Click to Add
Requested

G & -

Figure 42 - Manage Change Approvals

Only Analysts that have permission to manage Change Approvals canadd or delete approvers fromthe list.
This Analyst settingsis found in Administration | Company Structure | Manage Analyst | Analyst Settings |
Access Restrictions | Can Manage Change Approver List.

To add an individualapproverclickonthe add approvericon S A pop up listof Analysts will then appear
1=}

and the required Analyst can be selected. Toadd a CAB Group click onthe add CAB Group icon “5i and a

pop up listshowingthe CAB Groups will be displayed. CAB Groups can be created in Administration |

Libraries | CAB Group.

Once the approvers have been added tothe approvals listit will automatically set the Approval State for each
approverto “NotYet Request”. To requestapproval forthe approver(s)click onthe linkintheirapproval
state column and a pop up will appearand the approval state can be changedto “Requested”. This will
triggeran email whichis senttothe approver notifyingthem thatthe Change requirestheirapproval. The
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Approval State will then be setto “Requested” and the date that it was requested willbe displayed in the
requested column.

Once the approving Analyst has assessed the Change they can make their recommendation by selecting the
Approval State column and the pop up will appearwhere they can change the state to “Approved” or
“Rejected”. If the approving Analystwould like to add a recommendation note they canclickonthe “click to
add” linkand they can enterthe details. Once the recommendation has been made the date of the
recommendation will be added to the “Received” column.

The Change approval process also has the ability to create a workflow whereby approval from a specific
Analystisrequired beforeapproval can be requested by the next Analystin the approval workflow. Multiple
approvals can be dependentona single approval if required, forexamplein Figure 42 above approval ID
numbers 58 & 58 are both dependentonapproval ID56. Once approval 56 has beenreceived approvals 58 &
59 will be automatically requested at the same time.

To setan approval workflow click on the “Click to Select” link of the approval thatis to be dependenton
anotherapproval. Apop up window willthen display alist of the otherapprovals and the required approval
can be selected.

Once the approval workflow has been defined the firstapprovalin the process can be set to “Requested”.
This will triggerthe email to the approving Analyst and once they have made their recommendation it will
automatically change the approval state forthe dependent approvalsto “Requested”.

There are three Change Settings which will determine how the system processes the approval workflow.
These settings can be found in Administration | General Settings | Change Settings.

Auto Set Approval Status to Approved on Unanimous Approval:

If turned ON when all Change Approvers have approved the Change it will automatically set the Change
Approval Status to “Approved”. If thissettingisturned Off the Change Approval Status will need to be set
manually by an approved Analyst by selecting the Approval Status drop down list on the Change form.

Stop Approval Workflow Process on First Rejection:

If turned ON the Change Approval workflow process will stop when an approver rejects the approval. If
turned Off the Change Approval workflow process will complete each stepinthe workflow, evenif rejected
by one or more of the approvers.

Auto Set Approval Status to Rejected on First Rejection:
If this settingisturned ON the Change Approval Status will be automatically setto “Rejected” when any
approverrejects the Change.
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e Additional Change Functions

The othericons onthe Change requestformare listed belowalong with a description of theirfunctions:

@ Change History:
Shows details of all changes made to the Change. The date and time stamped changes show Analyst, End
User, Type of Change and Field changed.

@ Links:

Showsifthe requestislinked toany Problems orRequests. Tolinkthe Change toan existing Problemor
Requestclick onthe Addicon above the linklist. The next page will display alist of currently open Requests
& Problems andthe two lists will be displayed in different tabs. If any Requests or Problems are already
linked to this Change they will be displayed at the top of the listand will have the linked check box selected.
To linkto a Requestor Problem simply check the box of the required item.

—;l Comments:
Thiswill allow the analystto view or create comments against the Change. For more information on
Comments see the Comments section.

|j Tasks:

Shows the Tasks associated with the Change and allows you to update as required. New Tasks can also be
added. For more information see the TASK SCHEDULING section.

”;’ * Attachments:
Change Attachments allow the Analysts to Upload files to a Change to act as an attachment. Formore
information see the Request Attachments section.

E Call Back Reminders:
Call Back Reminders enable Analyststosetreminders forthemselves orother Analysts. The reminderis set

for a specificdayand time alongand can be assigned to any Analyst.

=)

Ql'*J Change Costs:

Any Costs as a resultof the Change, either Analysts’ Time orchargeable Items can be logged against the
Change. For more information on costs see the Request Costs section.
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Change Change Status:
The Change Status screenis displayed allowing you to change the Status of the Change. Eitherto Close or
any other Status you may have defined.

Y
'@‘ Cancel Request Changes:
A new Change will notbe created and you are returned to your Home page

IIT!]J Save Request:
A new Changeis created and the Change formis closed and the Home list view is displayed

Note: The “Save” option MUST be selected otherwise the Change details will not be saved and the Change
will not be created.

In additiontothe above default system fields any other User Defined datafields can be added to the Change
formas outlined inthe CONFIGURING THE SYSTEM section.

e Converting anIncoming Email into a Change

An incoming email can be manually convertedinto a Change through the Email Pending Queue. To configure
the Incoming Emails please see the Email Server Settings. If there are any incoming emails pending this will

be indicated by the numberof emails on the incoming email iconj inthe topright of the menu. Analyst
access to the Email Pending queue can be turned on or off in Administration | Company Structure | Manage
Analyst | Analyst Settings | Site Access | Incoming Mail Access.

Click on the incoming email icon toview alist of the pending emails. Toview and email and convertitintoa

Change (ora Request, Commentor Change) click on the link and the details of the email willthen be
FA‘

displayed. To convert the email into a Change click on the Convert to Change iconiu.:’v"". This will then display
the Change form and the email subject will be mappedtothe Change summary field and the email body will
be mappedto the Change description field. Tocomplete the conversion click on the save button and this will
save the Change and delete the emailfrom the email pending queue. If you cancel without saving this will
return you to the Email Pending queue without convertingthe email into a Change.

USING LAYTON SERVICEDESK (END USER)

This Chapterfocuses on how the End Userwill use Layton ServiceDesk™ to logand progresstheirown
Requests. If End Users are not to be given access to the system then the Login screen can be modified using
Administration | Form Design | Login to remove End User login and Registration details and this Chaptercan
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beignored.

Layton ServiceDesk also has an NTLM Auto Logon (Single Sign On) feature which can authenticate with the
currentlogged on user and automatically logtheminto theirhome screen without havingto entertheir
username and password. For more information onthe Auto Logon feature please see SYSTEM ACCESS AND
MENU.

e LoginPage

Afterselecting the Layton ServiceDesk™ shortcut or web connection you are then be presented with the
Logon screento enteryouruser name and password. If you are using the systemforthe firsttime and the
“Register End User” optionis displayed, you canimmediately registeras a user by selecting that button.
Complete the registration details as defined, you may need to enterall fields oronly some, and select the
“Save”icon.

(M)} | SERVICEDESK

Positively Mind Blowing

- ' Login Analyst

|
LSDl A Login End User
i i Y

Register End User

Figure 43 - Login Page
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LSD ’S‘é’i’é"\ﬂCEDESK"

Positively Mind Blowing

End User Self Registration

End Username: |NewUser

Forename:

Surname:

Department:

Telephone:

Email:

Fax:

|
[
[
Site: I g
I
I
|

Note: To change your password, please use the
My Password option in your menu

o =

Figure 44 - End User Self Registration

e MenuStructure

When accessing Layton ServiceDesk™ as an End User you will be presented with the Menu structure atthe
top of the screen with yourdefault home screen orlistview setto “My Open Requests” orthe view as
defined by the system administrator. The Menu structure is a “cut down” version of the normal Analyst
ServiceDesk Menu. The format and content of the screens or pages will have been previously defined by the
systems administratorinthe FORM DESIGN and GLOBAL LIST VIEWS / ANALYST LIST VIEWS sections.

The Global End User Security settings which determine which menuitems will be availableto the End User as
well asthe default End User Home Screen View can be found in Administration | General Settings | Security
| Global End User Security.
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Any Menu item can be selected at any time but when creating or editing data unless the “Save” icon or
button (if available) is selected then details entered will not be saved. The Menu will contain the following

items:
Home Search Request Self Service  Survey My Detail
s Log New Request My Open Requests | [ My Closed Requests | [E] All My Requests
Requests

D Date Request Type Problem Summary ‘ Priority | Status ‘ ‘ | ‘ |
435 8/05/2010 12:03:00 PM Test to see if hbogart gets it. Low Open El S &
434 £/05/2010 10:45:00 AM - Cpen B 8 &
433 6/05/2010 10:37:00 AM - Open g & &
432 3/05/2010 3:15:00 BM Low Open B B &
427 26/04/2010 12:10:00 PM - Open 5 8 2
426 23/04/2010 4:56:00 PM Faults/Printer/Paper Jamming Erinter is Jaming Open g @ g2
425 23/04/2010 4:47:00 PM - Open B 8 @2
421 22/04/2010 2:27:00 PM - Open g @ g
a10 16/04/2010 9:45:00 AM test - Open g & &
209 £/04/2010 11:14:00 AM Faults/Netwark Test sss Open | = &
407 23/03/2010 4:35:00 BM Business Software/MYOB Test to Myob Open H @ 7
405 23/03/2010 4:19:00 PM HR Request/L eave Request this i a HR leave request Open @ =@ &
402 23/03/2010 3:59:00 BM Business Software/MYOB test Open g & &
401 23/03/2010 3:49:00 PM Business Software/MYOB Department Analvst Testing. Open [a =] &
400 23/03/2010 3:49:00 PM PABX/PABX Test Site Analvst Testing Open BE 8 £ &

12 3

Figure 45 - End User Request

List View

Layton Technology
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TOP MENU SUB MENU Description

Home 5” Log New Request Form to submitanew Request.

* If multiple Request Classes are being used and the End
User has access to multiple Request Classes, these will
appearin a drop down menu whenthe hoveron Log
New Request. The End User can thenselect which
Request Class they would liketo select.

=l My Open Requests List view of all Open Requests forthe End User

1 My ClosedRequests | Listview ofall closed Requests forthe End User

= Al My Requests List view of all Requests for the End User
Search Requests Allows End Userto Search End User Requests
SelfService Allows End User to Search the Solutions Database
My Details My Password Allows the End User to Change their password
My Details Allows the End User to update their details.
Survey Allows End Userto Access and Complete Surveys

Help page for each form, available when each form

N openedandHelpselected.
</ Help

Logs off the End User

@ Log Off

Figure 46 - End User Menu Items

Note — All or some menuoptionsfor End Users can be disabled by changing the settingsin the
Administration | General Settings | Security | Global End User Security.
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LOGGING ANEW REQUEST (END USER)

New Requests are created orlogged by End Users using Log New Request. The End User Requestformis
displayed allowing Request details to be entered as previously defined by the Administrator using
Administration | Form Design | End UserRequest.

The amount and type of information to be entered by End Users is completely configurable. This can be a
limited view allowing basic or just enough information to record a Request, or the same format as for
Analysts providing full End Userempowerment. The latter would enable End Users to log, maybe prioritize,
search the Solutions Base and even close their own Requests. Although the End User Request form is
configurable, certain system fields will normally be required. The example in Figure 47 shows the standard
out of the box End User Request form.

Home Search Request Self Service Survey My Detail
Lml-‘ Log New Request My Open Requests [ ] My Closed Reguests ‘% All My Requests
End User Request Form
Request Id: JEJ
Reguest Date: 9/05/2010 1:44 PM * - @
End User: Rob Smith =
=
Asset: HP4350dtn T @
Site: Layton Technology/Sy: 1 ({0
Request Type: %
Problem Summary:
Problem Description = Solution Description EComments (0) &Aﬂachments (0)
£
Figure 47 - End User Request Form
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e RequestNumber & Time Stamp

RequestID:

A new RequestID numberis automatically generated, sequentially starting from one, when arequestis
created. Until a newrequestissavedthe RequestIDfield will be displayed as (New Request). Once the new
Requestissavedthe Request ID numberwill be displayed.

Request Date:

Automatically populated with the date and time that the Request was created. The date and time can be
amended ifthe security settingis enabled in Administration | General Settings | Security | General Security
| Allow Request Date Edit By.

e End User Details

End User:
The End User name will be automatically populated with those of the End User logging the Request.

e Assetinformation

Asset:
An Assetcanbe a PCor any itemthatissupportand can be entered as free format text orleft blank.

If the AuditWizard™ linkisimplemented then the Asset can be entered or searched for by usingthe Select
Asseticon. The Find Asset screen will pop up allowing you to entersearch criteria based on Asset Name, IP
Address, Asset Tag, User Name or Site. Whenthe search results are returned you can selectthe required
Asset or perform anothersearch.

If the setting “AW Get Last Asset” isturned ON in Administration | System Settings | AuditWizard | AW Get
Last Asset, then when the End User logs a new Requestit will automatically populatethe Asset field with the
last Assetthat theylogged a call against.

If the setting “End User View Asset” isturned ON in Administration | System Settings | AuditWizard | End

UserView Asset, then once the asset has been selected the End User can click Quick Info on Asseticon'!
nextto the Asset field which will display all the Asset inventory information.

Asset Location:

The Assetlocation will be automatically populated if the asset has been selected from the AuditWizard
database and the “Auto Location” optionisturned on in Administration | System Settings | AuditWizard |
Auto Location.

The Location can also be inputdirectly or by using the Select Asset Location button.
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o RequestType & Problem Details

Request Type:
The Request Type can be selected from the predefined structure by using the Select Request Type button.
Anylevelinthe tree structure can be selected.

Problem Summary:
Thisis a summary of the End User’srequestor problem. If the End User logs a request by email then the
email Subjectline will populatethisfield.

Problem Description:
Thisis a full description of the request or problem, and any amount of text can be entered. If the End User

logs a request by email then the email body will popul atethisfield.

Solution Description
Thisis a full description of the Solution and will be completed by the Analyst priorto closingthe Request.

e Other End User Fields

Any othersystem or data fields may need to be completed depending on what has been defined onthe End
User Requestform. See section LOGGING A NEW REQUEST (ANALYST) forexamples on additionalfields.

There are five icons available on the End User request forms which have the following functions:

"Q Cancel:

If you had selected log new requestand you click the Cancel button before clicking the Save button this will
return you to the Home page without creatinga new request. If anexistingrequest was being edited the
changes will not be saved and you will be returned to the Home page.

l@J Save:

A new Requestwillbe created orif changes were made to an existing request the changes will be saved and
you will be returned to the Home page.

Note: The “Save” option MUST be selected when logging a new request otherwise the Request details will
not be saved and the Request will not be created.

’f:} Attachments:
Attachments provide the ability to uploadfiles, screenshots orany other documentation that may be
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relevanttothe request. Italsoallowsthe End Users to download any files that may have been added tothe
Request by the Analysts.

To upload a file click on the Attachmenticon and then a list of any existingattachments will be displayed. To
download an existing attachment simplyclick on the link. Toupload a new attachment click on the add icon
and then a pop up dialog window willappear which allows the End User to browse to the file location. Once
the file hasbeenselected click the Save button and this will upload the attachment.

If End user Attachments are not required the icon can be disabled by goingto Administration | General
Settings | Security | Global End User Security | End User Attachments.

‘-‘:l Comments:

Comments allow the End Users and Analyststoadd notesto the Request which are thenrecorded witha
date stamp and the authordetails. The Commentsfeature is agreatwayfor the Analystsand End Users to
communicate with one another. Whenan End User adds a comment this will email the details of the
Commenttothe Analystthat has been assigned the requestandif an Analystadds a PublicComment this will
email the details of the Comment to the End User.

If an End User or Analystrepliestoa Comment thatthey have received viaemail theirreply can be
automatically added asa Commentto the Request. Toturn on the automatic processing of emailed
Comments go to Administration | System Settings | Email Server Settings | Auto Import Email Comments.
If this optionisturned Off the emailed Comments willappearinthe Email Pending queue where they can be
viewed and manually converted intoa Comment.

For more information about configuring the Email Notifications please see Email Server Settings.

&5 Change Status:

The Change Status icon will allow the End User to close the request or change the status of the Requestto
another Status, provided that the End Users have been given permissionto do so. The ability for End User to
be able to close theirown requestsis aglobal security setting in Administration | General Settings | Security
| Global End User Security | Allow End Userto Close Requests.

To give End Users the ability to select other Request Statuses go to Administration | Libraries | Request
Statuses. Selectthe Request Statusandturnthe “Allow End User” optionto Yes.

e Viewingand Editing Requests
When enteringthe systemas an End User there are various options or Menuitemsto display Request List

Views soyou can editand progress Requests. All Requestviews display the same information andso the
following Menuitems can be described together:
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= My Open Requests - Requestslogged by the End User which are still open
1 My Closed Requests - Requestslogged by the End User which are closed
El All My Requests - All End User Requests whetheropen orclosed

If required any of these menuitemscan be disabled by going to Administration | General Settings | Security
| Global End User Security.

By selecting the column headings, the list view can be sorted by ascending sequence on that column and by
selecting again, the order changed to descending.

The Tasks icon [£] identifies whetherany tasks oractions existfora Requestand by Selecting the Taskicon,
the list of Tasks associated with that Request will be displayed. The Taskicon will have atick displayed if
there are Tasks presentforthat Requestand on positioning overthe icon, the number of Tasks will be
displayed.

The Comments Icon = identifies whetherany Comments exist forthe Request. If there are any Commentsa
tick @ will be displayed and hovering above the icon willdisplay the number of Comments. If an Analyst has
added a Commenttothe Requestthatthe End Userhas not yetviewed there will be ared exclamation mark
@ on theicon indicatingtothe End User that there isan unread Commenton the Request. Clickthe
Commentsicon will show the commentslisted and the Comment details can be viewed by clicking the
expandicon>.

The Status icon shows whetherthe Requestis open@ orclosed I although as mentioned above other open
Request Statuses can be defined, see Request Statuses. By selecting the Statusicon the status of the Request
can be changed, providing the End User option has been setaccordingly.

In any of the above views the Request can be selected toview oramend, if allowed, by selecting any data
field fora particular Request, e.g. the Request ID, Date, etc. The End User Request form will be displayed
showingall the Request details.

See the LOGGING A NEW REQUEST (END USER) section above fordetails onindividual fields.
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UTILITIES

LDAP (Active Directory) - IMPORT END USERS

The LDAP End User import function allows you to connectto an Active Directory serverormultiple servers
and pull back userinformation.

The importcan be processed manually or can be configured to allow Layton ServiceDesk™ to automatically
create and update (but not remove) end users frominformation captured from Active Directory.

Field mappings (Map Fields iconj_n ) can be specified to ensure that all required datais captured and filters

—-—

7
(FilterUsersicon h ) provide the ability to select which OU’s or Users are imported.

e Settingup the LDAP (Active Directory) Connection

To setup an LDAP connection go to Administration | Utilities | LDAP (Active Directory) Import End User.
Any existing LDAP connections will be displayedin the list. To create a new connection clickthe Addiconand
then a pop up dialog will appear with the following configuration settings:

Server Name:
Thisis simply aname usedto identify this LDAP connection. Itis not mandatory and any value can be
entered.

LDAP Active Directory:
This setting contains the type of LDAP connection. Atthisstage only Active Directoryissupported andsothe
two options are Active Directory of none.

LDAP Server:

This contains the LDAP Serverto connectto. An example stringisasfollows:
LDAP://SERVER1

Where SERVER1 isthe LDAP server name to connectto.

LDAP User:
Specify the useraccountthat will be used to access the LDAP server. The account used will need to have
permission to access the LDAP server.
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LDAP Password:
The password for the LDAP Useraccount above.

Filter End Users with Empty Email:
If turned on Layton ServiceDesk will notimport any Active Directory usersif they do not have an email
address.

LDAP End User Auto Import:

This contains the frequency at which the importisrun. Settings are Never, Hourly and Daily at a specified
hour. If you are only to run manual imports, you should specify Never. The automaticimportis run by the
Layton ServiceDesk background process and does not require any Analystintervention oran Analystto be
loggedinthe system.

Import AD End User Default Password

This allows you to specify adefault Password used by all End Usersimported from AD. Thisis useful fornew
End Users sothat the same password can be given outand then changed by the End User if allowed for
subsequentlogins.

Company

This field will only be displayed if you have turned onthe Company Level feature in Administration >System
Settings > Application Settings. See the Company section for more information. If you are supporting End
Users from multiple companies then you can assignthe End Users from this LDAP connection to a particular
company. You will need to have created the Companies firstin Administration >Users & Groups > Manage
Company.

Once the LDAP connection has beensaved it will be displayedin the list of LDAP connections along with
optionsto Map fields, Filter Users & Groups, view the log file and manually run the import.

e Settingup Active Directory Mappings & Filters

To complete the setup of the Active Directory connection the field mappings and filters need to be
configured. Once the LDAP connection has been configured as outlined in the above section the Mappings

_——

and Filters canthen be applied by clickingon Map Fieldsicon B8 or Filtericon U inthe LDAP connection
list.
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Active Directory Attribute Mapping

Selectingthe Map Fieldsicon will allow youto selectan End User field and map thisto an Active Directory
Attribute.

Ifthe sys_eusernamefieldis not mappeditwill be mapped by defaulttothe login name of the directory user.
The Active Directory attribute is a free type field as Versions of Active Directory are extensible and can have
custom attributes attached to them. A list of standard Active Directory Attributes for 2000/2003 domains are
shown below:

2000 Server Domain 2003 Server Domain Layton ServiceDesk fields
to map to

mail mail sys_email

name samaccountname sys_eusername

givenname givenname sys_forename

sn sn sys_surname

department department sys_eclient_id

DisplayName DisplayName Map to userdefined field

To obtaina complete list of LDAP attribute names we recommend using the LDP.exe tool whichisincludedin
the supporttoolskitfrom the server Operating System CD.

If you would like to map additional Active Directory attributes to new user defined End User fields then these
fields willfirst need to be created in Administration | Data Design | End User Data.

Filtering Users & Organizational Units

Selectingthe Filtericoninthe LDAP connection list will allow you to select which OU’s and/or Users are to be

imported. The Active Directory tree structure willbe displayed with OU’s indicated by afoldericoni=land

Users represented by ausericon 2 Simply select which OU’sand/or Users you wish toimport. Click the

save button to save the filter settings.

e Running the Import

The LDAP Active Directory import will run automatically according to the setting specified in the “LDAP End
User Import” section of the LDAP configuration settings. If this field was setto “Never” the importcan be run
manually by clicking the Import Users icon™¥ . Thisruns the Importin three stepsand outputsthe resultstoa
logfile.
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Step 1:

The import checks forall End Users in Layton ServiceDesk™ that are notin Active Directory. These usersare
writtentothe Log file. They can be dealtwith by the Layton ServiceDesk™ Administratorata latertime.

Step 2:

The import checks forall End Users in Layton ServiceDesk™ that are presentin Active Directory. If theyare
includedinthe Filterthen theseusers are updated with datafrom Active Directory and written to the Log file.

Step 3:

The importchecks forall usersin Active Directory thatare not listed as End Users in Layton ServiceDesk™. If
they are selectedinthe filter then Layton ServiceDesk™ will create these End Users from Active Directory.
These users are also written to the Log file.

The log files can be viewed by clicking the View Logicon=: .

LDAP (Active Directory) IMPORT ANALYST

The LDAP (Active Directory) Import Analyst function allows you to connectto an Active Directory server and
import Analysts into Layton ServiceDesk.

The importcan be processed manually orscheduled process can be configured to allow Layton ServiceDesk™
to automatically create and update (but not remove) Analysts from information captured from Active
Directory.

Field mappings can be specified to ensure thatall required datais captured and filters provide the ability to
select which OU’s or Users are imported.

To configure the import please see the LDAP (Active Directory) - IMPORT END USERS section above asthe
processisthe same with the exception that only one LDAP server connection can be specified.

IMPORT END USER (.CSV, .TXT)

The Import End User (.CSV, .TXT) utility provides ameans toimporta large numberof end users froma Tab
Delimited Text file oraCSV file. Thisisan alternative to the LDAP (Active Directory)importand allows youto
importthe end users from whatever systemyou have themin.
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To import the End Users you must copy the file intothe HB_Data/Importsub folderin Layton
ServiceDesk™ (LaytonServiceDesk\HB_Data\lmport). You canthen start the import process by clicking
Administration | Utilities | Import End User.CSV. TXT

Thiswill display all the files you have inthe importfolder. Click onthe one youwishto import. You will be
shown a screen that allows you map each columnto a fieldinthe End Usertable. Thisincludesany user
definedfields that have been created. Click Importtoimportthe End Users.

The importing utility requires that the first row of the data file contains the column headerand that the
columnyou map to the field sys_eusernameis unique.

When the importruns, the system will give areport on how many rows were processed and how many rows
were omitted and how many rows were imported. If the License Limitis exceeded the import willnot be
permitted. You will needto contact Layton Technology fora new license key toincrease the number of end
userlicenses. Asampleimportfileislocatedinthe program’s Importfolderto give an example of how the
file should be structured.

PURGING

Purging permitsthe userto purge selected records fromthe database. The purging options are as follows:
If you check the Purge Requests tick box, you may either:

o PurgeallRequests Closed before acertain date
o Purgeallclosed Requests
o PurgeaSpecificRequestIDnumber.

If you check the Purge Tasks tick box, you may either:

o Purgealltasks completed before acertain date
o Purgeall completed tasks.

If you checkthe Purge Problems tick box, you may either:

o Purgeall Problems Closed before acertain date
o Purgeallclosed Problems
o Purge aSpecificProblemIDnumber.

If you check the Purge Change tick box, you may either:

o Purgeall Changes Closed before acertain date
o Purgeallclosed Changes
o Purge aSpecificChange ID number.
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If you check the Purge Solutions tick box, you may choose Delete Dormant Solution to purge all solutions not
inuse. A dormant SolutionisaSolution that has not been applied orlinked to any Requests or Problems.

If you check the Purge End Users tick box, you may Purge Dormant End Users who have neverloggeda
request.

EXPORT DATA

The Export Data function provides the facility to export the contents of each database table toa .CSV file. The
.CSVfile will includeall table fields including the user defined ones. The file can be down loaded by simply
clickingon the table name. A file download dialog box will promptyouto open orsave the file.

CLEAR DOWN DATABASE

The clear down database function clears out all data inthe database so that the system can be started afresh.
Thisis intended to be used when the system has been evaluated and the userwishes to startagain fora live
system. Thiswill deleteall Requests, Tasks, Problems, Changes, all Company Structure datasuch as Sites,
Companies, Departments, Analysts (Except forthe Admin Account) and End Users. It will also deleteall the
Libraryitems.

Any Form Designs and Global List Views that have been configured will not be affected.

The Analyst must be loggedin as the “Admin” account. A confirmation prompt will appearaskingif youare
sure you wantto do this.

SYSTEM SETTINGS

This chapter defines the system settings and default valuesto be used and covers Application Settings,
Database Connection, Application Terms & Appearance, Email Server Settings, AuditWizard connection and
the License information. All menuitems are accessed using Administration | System Settings. Anychanges
will not take effect until the “Save” button located at the bottom of the page, is selected.

e Application Settings
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ApplicationTitle
The applicationtitle will be displayed in the web browser’s window or tab title.

Application Background Color

The background color setsthe color forall the background pages within Layton ServiceDesk except forthe
backgroundsforthe forms thatcan be configuredinthe Form Design section. Each formin the Form Design
section can have itsown individualbackground color orimage.

Application Background Image
Used to display animage as the background for pages within Layton ServiceDesk exceptforthe form
backgrounds as mentioned above asthese can be individually defined.

Company Level

Thisfeature is designed for ServiceDesks that will be providing technical supportto End Users or customers
from multiple companies or external organizations. If turned ON you will be able to assign End Users toa
particularcompany. Companies can be defined and managed in Administration | Company Structure |
Manage Company.

The Company Level settingis turned OFF by default.

Enable Problem & Change
Thisfeature will turn ON or OFF the Problem & Change Management functionsin Layton ServiceDesk. For
more information see Problems and Changes.

If Problem & Change Managementis notrequired this can be turned OFF and all pages, links and references
to Problem & Change Management will be disabled. The Problem & Change Management feature can be
enabledatany stage.

e Application Database Connection

This area contains the database connectioninformation. Layton ServiceDesk has the Connection (database
server), Database, UserID and Password Fields.

Thereisalso an option to manually backup the database. Specify the desired location inthe backup pathand
then click on the Backup Database icon" .

e Application Terms

This area containsthe key system terms, which are also used within the menu structure and then wherever
referredto. Any Term displayed can be renamed by simply entering the new name againstthe Term. All
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instances of that Term will be amended throughout the system to the new name as specified. See Figure 48
for details of all system terms.

ApplicationTerm DefaultSetting Description
User Term Analyst Any support personnel using the system.
End User Term End User The person or user of equipmentor

serviceswhowilllogorsubmita
Requesttothe ServiceDesk.

RequestTerm Request End User or customersubmitted call
which can take any form, i.e.an
incident, request forinformation or
training, etc.

Request Type Term RequestType Term used to categorize Requests &
Problemsinto user-defined groups. Links
to Skillsand Solutions.

Solution Term Solution Term usedtoidentify the answeror
resolutiontoaRequestasstoredina
Solutions Base.

End ClientTerm Department Identifies aseparate user-defined table
linked to End User. Can be used for any
purpose.

ActionTerm Task Actions or activities that can be

scheduled foraRequestornot.

Action Term Type Task Type Identifies type or grouping of actions

Site Term Site Identifies aseparate user defined table
of sites

Company Term Company Identifies aseparate userdefined table

of companies

CommentTerm Comment Term used forrequest updates either by
analystor end userproviding audit trail
of request updates orevents.
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Priority Term Priority /SLA Priority of the Requestlinked to an SLA

with time to resolve with escalation as

Figure 48 - Application Terms
requirea

Survey Term Survey Identifies the termto be used forEnd
User Request Surveys

e Application Appearance

Color theme:

Layton ServiceDesk has arange of color Themes or Skins which provide another method of tailoring the
applicationto suityour corporate image or colorscheme. The defaulttheme isthe “Layton Theme” however
any theme can be selected which willthen propagate through the system. The colorthemes will affect the
colorand appearance Menus, Data grids, Web Tabs, Drop Down listand other control colors.

Theme Font:
For screensthatare not designableyou can setthe fontappearance of those screens through the application
fonts settings. There are 4 settings:

Font: Setsthe default Font Style

Font Color: Setsthe default Font Color

Font Size: Setsthe default Font Size

Title Font Color: Setsthe Size of Heading text, E.G. “Application Appearance”

e Email Server Settings

Layton ServiceDesk™ contains the facility to automatically send email notifications to Analysts and End Users
when certain conditions are met within the system.

Email notifications are sent using SMTP and incoming emails are received using POP3. The outgoingand
incoming emails are processed automatically by the Layton ServiceDesk background process which runs on
the Layton ServiceDesk IS Server.

When an outgoing email is triggered, Layton Service Desk writes the emailinto the “Mail” table in the Layton
ServiceDesk database. The Layton ServiceDesk background process will periodically scan this table and send
the mail usingthe SMTP service.

Incoming emails are collected from the POP3 mail serverand added to the “Mailin” table in the Layton
ServiceDesk database. If the mail configuration settings are setto process the incoming emails automatically
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the Layton ServiceDesk Background process will convert the emails into requests or comments according to
the settings.

When automatically processed, emails with anumericvalue in subject line matchingarequest number will
create a new Commentagainstthatrequest. Ifthe subject does not contain an existing request numberthen
the email is processed intoanew requestrecord.

Also, requests can be automatically assigned to Analysts or Groups, depending on the Auto Assign End User
Requestsetting under General Settings | Auto Assignment Options. Once an incoming email isidentified as
anew requestthe email subjectis checked toseeif it matchesa defined request type. Ifitdoes, the system
assignsthatrequesttype and processesthe new requestaccordingly. If notitwill tryto use a requesttype as
defined by Email Key Words defined within Libraries, using first the textin the subjectand then the body of
the email.

If the option “Create Unassigned Request” is set to “Off” any incoming emails that do not have a subjectline
or Keyword match with a Request Type will not be automatically processed as they will not be able to be
automatically assigned. They willstay inthe Email Pending Queue and can be manually convertedinto
Requests, Comments, Problems or Changes. The Email Pending Queue iconinthe main menu willonly be
visible to Analyst that have been given access to the incoming email in Administration | Manage Company |
Manage Analyst | Settings | Site Access | Incoming Mail Access.

If the “Create Unassigned Request” optionis setto “Yes” incoming emails with subject lines that do not
match a Keyword or Request Type will be created as Unassigned Requests and appearin Home | View
Requests | Unassigned Requests. Dependingonthe Analyst’s home screen view setting the Unassigned
Requests would also appearinany lists of openrequests. If the Analyst has accesstothe Dashboard the
number of Unassigned Requests will also be displayed in the Requests Stats section.

Email that does not come from a recognized end user e mail address will remaininthe email pending queue

and this mail can be processed manually. Toview the Email Pending queueclick onthe mailicon j on the
right hand side of the main menu.

See Figure 49 below showing details of the email server settings
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Email Server Settings
Incoming
POP3 Server mail.laytontechnology.com.z Port 995
Account HBAnalyst01 sS5L v
Password oy
Outgeing
SMTP Server 192.168.0.1 Port 25
User HBAnalyst01 Email HBAnNalyst01@laytontechnol
Password sssssssens Reply Email HBAnalyst01@laytontechnold
Display Name HBARalyst S5L
Auto_Irnport
Auto Import Email Requests Off Email Off
Comments
Email Additional Analysts On
Analyst Comment £
View Pending Emails
Figure 49 - Email Server Settings
Incoming
o POP3Server: Specify the POP3 Mail Server (E.G. mail@mycompany.com)
o Account: Specify the incoming mail account
o Password: Specify the password forthe incoming mail account
o Port: The port used (the default portfor POP3 is 995)
o SSL: Selectifthe POP3 Mail Serveruses SSL(Secure Sockets Layer)
Outgoing

o SMTP Server:

Specify the SMTP Serverthat the mail isto be senttofor

forwarding
o User: Specify the outgoing mail account
o Password: Specify the outgoing mail account password
o Display Name: Specify the outgoing mail account display name
o Port: Specify the SMTP Server Port (the default portfor SMTP is 25)
o Email: Specify the email address of the outgoing email account
o ReplyAddress: Specify the reply email address of the outgoing emailaccount
o SSL: Selectif the SMTP Serveruses SSL (Secure Sockets Layer)

Layton Technology
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Auto Import Email Requests:

If set to “On” anyincoming email will be automatic convertedinto requests (providing that the senders email
address matches the email address of aregistered End User). Emailsthat do not have a matching End User
will sitinthe Email Pending queue where they can be processed manually. Setto “Off” emails willremainin
the email pending queue wherethey can be viewed and processed manually.

Auto Import Email Comments:

If set to “On” anyincoming email Comments will be automatically updated otherwise theywillremaininthe
Email Pending queue where they will await manual processing. Emails withanumericvalueinsubjectline
matchinga request number will create anew Comment against thatrequest.

Email Additional Analysts on Email Comment:

If set to “On” Analysts will have the ability to email (cc) addition Analysts when addingacommenttoa
Request, Problem or Change.

e AuditWizard

One of the key advantages of Layton ServiceDesk is its ability to connect directly to an existing AuditWizard
database. For more information onthe Assets tab please see the ASSETS (AuditWizard Connection) section.

See Figure 50 below showingthe AuditWizard settings.

Auditwizard
AW Link Enabled On End User View Asset On
Auditwizard SQL Server LAY10\SQLEXPRESS AW Database Name AuditWizard
AW SQL Server User lei AW SQL Server Password sene
AW Get Last Asset On Auto Location On

[x] @

Figure 50 - AuditWizard Settings
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AuditWizard Link Enabled
This will enable the AuditWizard link and should be setto ON. If turned Off the Assets Tabin the main menu
will not be displayed.

End User View Asset

Ifturned ON the End User will be able to view the assetinventory information by clicking the Asset Quick Info
button nextto the AssetIDfield onthe Requestform.

AuditWizard SQL Server
Enter the name of the SQL Server where the AuditWizard database is located. If a SQL ServerInstance is used
specify the instance name: E.G. Server\lnstance

AW Database Name
Specify the AuditWizard Database name.

AW SQL Server User

User account to accessthe SQL Server. Please note thatif your AuditWizard database islocatedona
differentserverto Layton ServiceDesk the AuditWizard SQLServerwill need to be configured to allow for
Remote Connections and SQLServer Authentication.

AW Get Last Asset

When enabled, Layton ServiceDesk™ will automatically populate the last asset that was linked to a request
logged by the End User. For example, if arequest had previously been logged by userJohn Smith and at that
time the asset JOHNSALES was associated with that request, the nexttime thatarequestisloggedforJohn
Smith it will automatically populatethe JOHNSALES assetin the asset field. If a search of assetsis conducted
it will suggest that JOHNSALES was the End User’s last known asset was JOHNSALES.

Linking an asset to a Request

Once the AuditWizard settings have been configured an Asset can be linked to a call by clickingon the select
button to the right of the asset name; this will display the ‘Search for Asset’ window. Here youcanentera
full or partial assetname, IP Address or username and search for matchingassetsin the AuditWizard™
database. Selectthe appropriate assetand close the window.

See Figure 51 below displaying the End User, Asset and Asset Location fields.

End User: Lynne Green G @
Asset: LAYD2 % @
Asset Location: Apple/Washington %

Figure 51 - Asset ID & Location Fields
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The Quick Info buttonl! to the right of the assetallowsyoutoview the Audit datafor that assetina new
window. The assetdatais displayedinatree view similarto that displayed within AuditWizard™ and allows
youto drill down through the asset data. For more information please see the ASSETS (AuditWizard
Connection) section.

Troubleshooting
If you are unable to eithersearch foror expand onan asset please check the logfile. The logfile can be
foundin LaytonServiceDesk\HB_Data\Export.

e LicenseInformation

This area containsthe Layton ServiceDesk license information and customer details. The product name and
version are displayed together with the Customer Name, Customer ID and License Key. It will also display the
numberof End Users and Analysts thatyou are licensed for.

Withouta valid license key the system will operate in evaluation mode. If you are a Registered Customer
you can use the GetlLicense Key link to generate a product key from our web site. You will needto enter
your Registered Company Name & ID details before clickingthe Get License Key link as it will use these details
to logintothe customersupportsection of the Layton Technology website.
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GENERAL SETTINGS

e RequestSettings

This section contains settings that will determine the defaultvalues when anew Requestislogged, such as
the assignment & ownership, default Status, Priority and otherfields along with the escalation colorsand a
number of other configurations settings. Descriptions of each setting are detailed below:

Owned by Default & Owned by Specified.

This Specifies the default valuefor the Request “Owned By” field whenanew requestislogged oranew End
User Requestislogged.

Decide who and how Request Ownership will operate and what or whethera default should be used. The
normal practice would probably use the Help Desk first line Analysts as always owning a Request, even when
the Requestisassigned ontoa Support Analyst or Group. However, thisistotally configurableandyou can
decide to manually set ortransfer ownership atany time, even afteradefault owner has been specified.

Alternativelyyou may decide notto use Request Ownership and thereforethe Analyst Request form will not
include “Owned By” and the default “Owned By Default” will be setto “off”.

The “Owned By Default “options are showninthe table in Figure 52.

Owned By Default Settings Resulting Action

Off Ownership notautomatically set

Loggedin Analyst Ownership defaults to Analyst logging the
Request

Use Specified Ownership defaults to the Analyst Specified.
The specified Analyst can be selected by
clickingthe select button nexttothe “Owned
by Specified” field.

Figure 52 - Owned By Settings
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Assigned to Default & Assigned to Specified

Specifies the default value for the request “Assigned To” field when anew Requestislogged oranew End
User Requestislogged. There are three options: “Off” which turns off the feature, “Logged in Analyst” that
usesthe loggedin Analystand “Use Specified” wherethe value usedis the one specified inthe Assigned To
Specified Setting.

Default Status

This defines the default Status for newly created Requests. Requests Statuses are defined in Administration
| Libraries | Request Statuses. For more information see the Request Statuses section.

Default Priority

This defines the default Priority for newly created requests. Requests Priorities are defined in Administration
| Libraries | Priority / SLA. For more information see the Priority /SLA section.

Default Urgency

Thisdefinesthe default Urgency for newly created requests. Urgencies are defined in Administration |
Libraries | Urgency. For more information please see the Urgency section.

Default Impact

This definesthe default Impactfornewly created requests. Impacts are defined in Administration | Libraries
| Impact. For more information please see the Impact section.

Default Service

This defines the default Service for newly created requests. Services are defined in Administration |
Libraries | Services. For more information see the Services section.

Allow Spawning

Thisoption determines whether Request Spawning will be allowed. For more please see the Spawned

5

Request section. If turned off the Spawn Requesticon=ir will not be displayed on the Analyst Request From.
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Spawn Closure

Spawn closure determines how Spawned or Linked Requests are handled when the parent Requestis closed.
The options are:

Spawn Closure Setting Resulting Action

Allow (Only after Children are The parent Request can only be closed once

closed) any Spawned or Linked child requests are
closed.
Allow (Close Children) Whenthe parent Requestisclosed any

Spawned or Linked Child requests will be
automatically closed.

Allow (Do not close Children) If the parentrequestisclosedany Spawned or
Linked child requests will be left open.

Figure 53 - Spawn Closure Settings

Show Copy Request Button
Allows the Copy Request icon% to appearon the request form. Thisfeature was designedto copyand

duplicate arequestentirely, including the comments, tasks, and attachments. If setto OFF the copy request
button will be completely hidden from the Analyst Request forms.

Statistics Duration & Display

Determines how the HD Mins (sys_hdmins) and 24 HR Mins (sys_24hrmins) fields are displayed onthe
requestforms. The HD Mins field will display the amount of time that a request has been open, takinginto
account the Working Hours and any closed periods or suspensions. The 24 HR Mins shows the amount of
time that a requesthas been openona full 24 hour basis. The display options are Hrs & Mins (1hr 30m) or
Decimal (1.5).

Pop Up Solution

Thisfieldis used to determine if Layton ServiceDesk will prompt an Analyst when arequestis beinglogged
that thereisa possible solution to the Request Type that they have selected. For more information on
Solution Pop Ups please see the Solution Pop-Ups section. The optionsare:
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None Turns OFF the Solutions Pop Ups, irrespective of whether individual Solutions have the
Solution Pop up field setto Yes.

Specified Only Will only pop up Solutionslinked to the Request Type that have the Solution Pop Up field set
to YES.

All Will pop up all Solutions linked to the Request Type, irrespective of whether the individual
Solutions have the Solution Pop Up field setto YES or NO.

Mark Request Responded When

Thissetting determines when arequestis considered to have beenrespondedto. For more information on
Request Response pleasesee the Priority / SLA section.

Ifthis issetto “On Assignment”, whenarequestisassignedtoan Analystitis marked as responded. If thisis
setto “On First PublicComment” the request willonly be marked as responded when an Analyst adds a

PublicComment. APublicCommentisacomment thatthe End User can view and a copy of the comment
will be emailed tothem.

Enable Request Class Tabs

If Request Classes are being used this setting determines if the list views for the different Request Classes are
displayedindifferenttabsoriftheywill be displayedinasingle list. Figure 54and Figure 55 below show the
result of the two settings (Please note that Request Class Tabs are only applicable to the Analyst’s request list
views not End Users). Formore information on Request Classes please see the Request Classes section.

Request Class Tabsturned ON:

Requests
IT Incidents | General Request | HR Requests | Service Requests All
iD ¥ Date/Time End User Request Type Assign
435 8/05/2010 12:03:00 FM Rob Smith hbogar
434 6/05/2010 10:45:00 AM Rob Smith 5
433 6/05/2010 10:37:00 AM Rob Smith 5
432 3/05/2010 3:15:00 PM Rob Smith E
431 3/05/2010 104800 A Eoh Smith Business Soffware Gene Tier
Figure 54 - Request Class Tabs ON
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ID Date/Time End User Request Type Assigney
435 8/05/2010 12:03:00 PM Rob Smith hbogart
434 6/05/2010 10:45:00 AM Rob Smith =
433 6/05/2010 10:37:00 AM Rob Smith &5
432 3/05/2010 3:15:00 PM Rob Smith =
431 3/05/2010 10:43:00 AM Fob Smith Business Software Gene Tierng
Figure 55 - Request Class Tabs OFF
o Missed Response Request Color
o Escalated Level 1 Color
o Escalated Level 2 Color
o Escalated Level 3 Color
o ExpiredRequestColor

Thiswill determine the colorindicatorthatwill be applied to any Requests, Tasks (Actions) or Problems that
have reached that particularlevel of escalation. The system provides uptothree levels of escalation before
expiry. Youcan selectacolor againstany level (ornone) and as a Request, Task or Problem reaches each
level the colorinthe listviews will change colorto that specified. The escalation and ex piry parameters are
setagainsta Priority orService Level Agreement. See the Priority and Service Level Agreements section for

furtherdetails.

Color Whole Row

This setting determinesif the escalation colorsettings as described above will be applied to the whole row in
the listview orjustappliedto the Priority cell.

Currency Symbol

Determinesthe currency symbol usedin the Request Cost sheets and reports.
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e ProblemSettings

This menuitemwill only be displayed if the Problem & Change feature is turned on in Administration |
System Settings | Application Settings | Enable Problem & Change.

This section contains settings that will determine the default values when anew Problemislogged, such as
the assignment & ownership, default Status, Priority and otherfields along with the escalation colorsand a
number of other configurations settings. These settings work in exactlythe same mannerasdescribed above
inthe Request Settings section.

Owned by Default & Owned by Specified.
Assigned to Default & Assigned to Specified
Default Status

Default Priority

Default Urgency

Default Impact

0O O O 0O 0O O O

Default Service

e ChangeSettings

This menuitemwill only be displayedif the Problem & Change feature isturned on in Administration |
System Settings | Application Settings | Enable Problem & Change.

This section contains settings that will determine the default values when anew Change islogged, such as
the Requested by Default, Assigned to Default, Default Status and other default values along with settings
that determine how the change approval processis handled.

The following settings work in the same manneras described in the Request Settings section above.

Requested by Default & Requested by Specified.
Assigned to Default & Assigned to Specified
Default Status

Default Urgency

Default Impact

O O O O O O

DefaultService
The following Change settings define how Change approval workflows are handled:
Auto Set Approval Status to Approved on Unanimous Approval

Ifturned ON whenall Change Approvers have approved the Change it will automatically set the Change
Approval Status to Approved. Ifthissettingisturned Off the Change Approval Status can be changed
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manually by approved Analysts by selecting the Approval Status drop down list on the Change form. For
more information pleasesee the Change Approval Process section.

Stop Approval Workflow Process on First Rejection

If turned ON the Change Approval workflow process will stop when an approver rejects the Change. If this
settingis turned Off the Change Approval workflow process will continue through each step inthe workflow
until completed, evenifitisrejected by one ormore of the approvers.

Auto Set Approval Status to Rejected on First Rejection

If this settingisturned ON the Change Approval Status will be automatically set to Rejected when any
approverrejects the Change.

e General Auto AssignmentSettings

This section details how and on what basis Requests will be automatically assigned or suggested for default
assignment.

Auto Suggest Assignment

The Auto Suggest Assignment option controls the mechanism by which the system suggests orautomatically
assigns Requests logged by support Analysts. The suggested Analyst or Group is displayed at the top of the
assignment pop up whenselecting the appropriate assighment button on the Request or Problem form.

Assignment Default Settings Resulting Action

Off No Analyst or Group is suggested for
assignmentorassigned.

Load Balancing (Analyst) Analyst with the lowest number of open
Requestsissuggested forassignment.

Skill Load Balancing (Analyst) Analyst with matched skills and least number
of open Requestsis suggested for
assignment.

Load Balancing (Analyst Group) | AnalystGroup withthe leastnumberofopen
Requestsissuggested forassignment.

Skill Load Balancing (Analyst Analyst Group with matchingskills and the
Group) least number of open Requestsis suggested
for assignment.
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Auto Pop: Load Balancing Analystwith the lowest number of open
(Analyst) Requests will auto populate whenthe
Requestislogged.

Auto Pop: Skill Load Balancing Analyst with matching skillsand the least
(Analyst) number of open Requests will auto populate
whenthe Requestislogged.

Auto Pop: Load Balancing Analyst Group with the least number of open
(Analyst Group) Requests will auto populate whenthe
Requestislogged.

Auto Pop: Skill Load Balancing Analyst Group with matchingskills and the
(Analyst Group) least number of open Requests will auto
populate when the Requestislogged by
anyone.

Figure 56 - Auto Assignment Settings

The Skills are the actual Request Types (see the Request Type section) and are defined for Groups and
Analysts within Administration | Company Structure | Manage Analyst and Manage Analyst Groups.

Decide how Requests will normally be assigned, to whom and on what basis. A Requestcan be assignedto
any individual Analyst, whethera member of a Group or not, or assigned toa Group. Requestscan be
automatically assigned or the Analyst or Group suggested by the system, based on either Load Balancing or
Skills and Load Balancing.

The system will suggest or auto populate the Analyst or Group, depending on the configuration for
assignment, but this can be changed to another Analyst or Group provided the Analyst has permission.

Although these settings define the default configuration forassignment of Requests, this assignment can be
overruled by specificRequest Type rules. Forinstance you can also define a Site or Department Manager or
specificAnalyst responsible fora particular Request Type. These are defined when creating orediting
Request Types. Business Rules canalso provide additional assignment options which will override the
general Auto Assignment options.

Auto Assign End User Request

The Auto Assign End User Request controls the mechanism by whichincoming End User Requests are
automatically assigned. This works in the same way as above for Analysts apart from there isno “suggested”
optionandincoming Requests are automatically assigned according to the option selected. If no automatic
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assignmentis selected (option set to Off) then Requests willbe logged under “Unassigned Requests”.

Constrain Auto Assign / Suggest Skill

If a Skill Load Balancing optionissetinthe Auto Suggest Assignment or Auto Assign End User Requestfields,
the Constrain Auto Assign / Suggest Skill switch prevents the system falling back to pure load balancingif it
cannot assign on Skills. If a Skill matchis not found and unassigned request will be created.

Constrain Auto Assign / Suggestto Site

By switching on the Constrain Auto Assign / Suggest to Site option, the system willtake into account Analysts
Sites and only auto assign or suggest assignment to Analysts or Anal yst Groups that are at the same Site as
the End User.

e BusinessRules

To be completed.

e Security

This section contains a range of system wide security settings. Forindividual Analyst security settings please
see the Analyst Settings section.

The security settings are grouped into three sections; General Security, Global Analyst Security and Global
End User Security. Details of each setting are outlined below:

General Security Description

Audit Full Problem Description | The “Audit Full Problem Description” specifies whether
the full request problem descriptionis captured and can
then be viewed underrequest history. Otherwise, if the
optionissetto “Off” the description will be limited to
255 characters.

Allow Request Date Edit by Determines who can change the date that a request was
logged.
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Close with Incomplete Tasks

Determinesif an Analyst can close a Request, Problem or
Change if there are incomplete Tasks.

Allow End User Login

Turns on or off the ability for End Users to login to Layton
ServiceDesk

Global End User Security

Description

End User Page Refresh

Determinesthe how often the End User’s page will auto
refresh

Confine End User Request
Search or own Requests

If turned ON any Request search conducted by the End
Users will only returnresults related to theirown
Requests. If turned off they can search throughall
Requestsinthe system

End Users Attachments Delete

Determines whether End Users can delete attachments
that have been uploaded to theirrequests

Allow End User Self Service

Determines whetherthe End Users can use the Self
Service menu. If turned Off the Self Service menu will not
be visible tothe End Users

Allow End User Maintain
Details

Thisturns on or off the ability for End Users to maintain
theirown account details. If turned off thismenuitem
will not be visible tothe End Users

Min End User Password

Setsthe minimum password length the End Users can use

Allow End User Log New
Requests

Turns on or off the End User menu option for Log New
Request

Allow End User View Closed
Requests

Turns on or off the End User menu option for My Closed
Requests

Allow End Users Search
Requests

Turns on or off the End User menu option for Search
Requests

End User Home Screen

Specifies the screenthatthe End User is delivered to
whenloggedin

Prevent End User Edit Open
Requests

Turns on or off the ability for End Users to edit their
Requests once they have been saved.

Layton Technology
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Restrict End User Request Turns on or off the ability for End Users to access Request
Classes Classes. Formore see Request Classes. If turned Off all

End Users will have access to all Request Classes. If
turned On the Request Class access for the End Users can
be definedin Administration | Company Structure |
Mange End User.

End User Default Login

End User Attachments Turns on or off the ability of End Users to view
attachments

End User Attachments Turns on or off the ability of End Users to upload and

Overwrite overwrite an existing attachment

Hide End User Logoff Menu Removes the End User’s logoff button. Usually usedin

conjunction with the NTLM auto logon feature

Allow End User Self Turns on or off the ability for End Users to self register
Registration and therefore create theirownaccount. Ifturned ON a
“Register End User” button will be displayed on the main
Layton ServiceDesk logon page.

Allow End User Change Turns on or off the ability of End Users to change their
Password passwordin Layton ServiceDesk. If turned Off the My
Password menuitem will not be visible.

Allow End Users View Open Turns on or offthe End User menu option for My Open
Requests Requests
Allow End User Help Turns on or offthe Help button on the menu

Prevent End User Edit Closed Turns on or off the ability for End Users to edit their

Requests Requests afterthey are closed

Allow End Usersto Close This option controls whether End Users are allowed to
Requests close Requests themselves or not.

End User Read Comments If set to ON and an Analyst hasadded a publiccomment
Notify to the End User’srequestthat they have not read, ared

exclamation mark will display onthe comment icon @
indicatingtothe end userthat thereisan unread
comment.
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Figure 57 - Security Setting Descriptions

e Survey

Thissection determines whether End User surveys will be used and at what frequency they will be sent out
and the rating systemto be used. For more information see the SURVEYS section.

Enable End UserSurvey.

Thissetting simply turns On or OFF the Survey feature.

Sample Survey Every X Request

Settingthe “Sample Survey Every X Request” to 5 Requests will cause asurvey to be created for every 5™
requestclosed. Inadditiontothisthe settingcan be setto (Manually at Close). This causes Layton
ServiceDesk™ to ask the Analyst closing the call if itis to be surveyed. If the Sample Every settingissettoa
numericrequestsvalue (such as 5 Requests), beforesurveying, Layton ServiceDesk™ will look to ensure that
the sys_blocksurveyfieldis notsetonthe requestbeingclosed. Ifthisfieldisset(itcanbe placedonthe
request forminform design) Layton ServiceDesk™ willnotsurveyit. Similarly Layton ServiceDesk™ will look
to ensure thatthe sys_blocksurvey fieldis not seton the End User of the request beingclosed. Ifthisfieldis
set (itcan be placed onthe End User form inform design) Layton ServiceDesk™ willnot surveyiteither.

This providesthe facility to allow certain End Users or requests not to be included inasurvey.

Show Incomplete End User Surveys in Whiteboard

The “Show Incomplete End User Surveys in Whiteboard” tells Layton ServiceDesk™ to remind the End User of
any incompletesurveysintheirwhiteboard when theylogoninadditiontoany email notification.

Rate Out Of and Rate Increment

The “Rate Out Of” and “Rate Increment” controls the availablevalues to the End User when completing the
survey. Forexample Rate Of setting of 100 and a Rate Increment of 5 would make the following values
available: 0,5, 10, 15, 20, 25, 30, 35, 40, 45, 50, 55, 60, 65, 70, 75, 80, 85, 90, 95 and 100.
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e (ClosedPeriods

This option allows you to specify the days that the ServiceDeskwill not be working. These will be Publicor
Bank Holidays orspecificdays thatthe ServiceDesk will be closed. This ensures that Request escalation does
not occur over closed periods. Weekends should not be specified here as they are more efficientlyaccounted
forinthe Working Hours section below.

To create closed periods go to Administration | General Settings | Closed Periods and click the Addicon. A
new Closed Period pop up dialog will appear with ablank start and end date/time. Enterthe start andend
date/time and save.

e DefaultWorking Hours

The Layton ServiceDesk™ working hours can be configured using this form to specify the openingand closing
time of the ServiceDesk for each day.

The hours are stated using the 24 hour clock basis, so simply type inthe openand close hours, e.g. 09.00 to
17.30 and thensave. The ServiceDesk working hours are importantto set especially when Request escalation
or SLA’s are implemented.

APPENDIX A - MS SQL Server Database Connection

Layton ServiceDesk™ uses MS SQL Serverfor the data storage. HelpBox can connectto the MS SQL Server by
either NT Authentication or SQL Server Authentication. This technical note is a detailed explanation of what
needstobe done to establish adatabase connection by either method.

e Database Backup Method

It isadvised that you make a backup of the entire LaytonHelpBox program folder by Right clicking on the
C:\LaytonServiceDesk folderandselect “Copy”, then “Paste” itto a new folderonthe productionserver(e.g.
‘C:\LaytonServiceDesk backup’).

To make a backup of the HelpBox SQL database you can use a SQL DB managersuch as “Enterprise Manager”
or “MS Management Studio” as thisis the most reliable method of backing up a SQL database. Underthe
“Databases” directory, locate the LaytonServiceDesk database and right click on it. Under “All Tasks” select
the “Backup” option onthe “LaytonServiceDesk’ Database. You can give the back up a file name such as
“LaytonServiceDesk.bak’,then once the backupis completed, save thisin asafe location.
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To restore a backup copy of the “LaytonServiceDesk” database use the same method to locate the options
mention above, and under “All Tasks” choose the “Restore” option and select the previous
“LaytonServiceDesk.bak” filetorestore.

A manual backup of the HelpBox database can also be run from within HelpBox by going to Administration |
System Settings | Database Connection | Back-up Path. Specify the backup path and then click the backup
icon#¥ and this will create the backup file (LaytonService Desk.BAK)in the specified location.

Note - It is recommended to make regular backups of both the LaytonHelpBox program folder and HelpBox
database.

e Connecting Using NT Authentication (Trusted Connection)

The NT Authentication can be set up by editing the config.xml file in the
LaytonServiceDesk/HB_Data/configXMLsubfolder. The usercan editthe file usingany text editorsuch as
notepad. The sample below shows the fourlines that need to be configured to allow connection to SQL
serverusing NT Authentication.

<appodbc label="Connection">(local)</appodbc>

<appdb label="Database" >LaytonService Desk</appdb>
<appdbuid label="UserID (Blank = NT Trusted)" ></appdbuid>
<appdbpwd label="Password" ></appdbpwd>

The “appodbc” tag value of (local) should contain the server name of the SQL Serveryou are connectingto.
Thiscan be a servername or an IP address. The value of (local) is adefault value that tells LaytonService Desk
to connectto the sameserverasitisinstalledon.

The “appdb” tag value refers to the database within the SQLServer that LaytonServiceDesk is to connect to.
It should always be LaytonServiceDesk unless you have installed the LaytonServiceDesk database using a
differentname.

The “appdbuid” and “appdbpwd” tags content should be blank as shown, or LaytonServiceDesk will try to
connectusing SQL Server Authentication.

The NT Authentication method is the method thatis used by default by the LaytonServiceDesk SQL
installation routine. Forthe NT authenticationtoworkthe IISusername must be added to the SQL server
logins section orthe userwill getan error message. The lISusernameis usually [USR_machinename where
machinenameisthe name of the lIS server.
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Figure 58 - MS Enterprise Manager

Figure 58 above showsthe IUSR_JHAL SERVER1username addedtothe Windows NT Security Logins
IMPORTANT !

When addedto the logins, the IIS username must be given full owneraccess to the Layton ServiceDesk
database.

e Connecting Using SQL Server Authentication

The SQL Server Authentication can be set up by editing the config.xmlfilein the
LaytonServiceDesk/HB_Data/configXMLsubfolder. The usercan editthe file usingany text editorsuch as
notepad.

Layton ServiceDesk can be configured to connect using SQLServer Authentication by insertinga SQL server
User Id between the “appdbuid” tags, and the password between the “appdbpwd” tags asin the sample
below.
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Figure 59 - SQL Server Login Properties

<appodbc label="Connection">(local)</appodbc>

<appdb label="Database">LaytonService Desk</appdb>

<appdbuid label="UserID (Blank = NT Trusted)">LaytonUserl</appdbuid>
<appdbpwd label="Password" >LaytonUserl</appdbpwd>

sais the default systemadmin password for SQLserverand as such hasfull access to all databases on the SQL
Server. Itis recommended thatyou create a separate login otherthan sa with owneraccessto justthe
Layton ServiceDesk Database and specify this username between the appdbuid tags. By default, Layton
ServiceDesk will create an account foryou called “LaytonUserl” with a password of “LaytonUser1”. Thiswas
done to simplify the installation however you may wish to change the password to thisaccountto increase
securityin the database.

If you clearthe contents of the appdbuid tag the system will attempt to connect using NT Authentication (See
Above).

Layton Technology Page 175 of 178
Layton ServiceDesk v6 User Manual v2.0



/J
L/
LAYTON®
Technology

END USER LICENSE AGREEMENT

PLEASE READ THIS CAREFULLY BEFORE YOU OPEN THE DISK PACKAGE, or if obtained electronically, BEFORE
YOU CONTINUE INSTALLATION.

LaytonServiceDesk Software License Agreement

PLEASE READ THIS CAREFULLY BEFORE YOU OPEN THE DISK PACKAGE, or if obtained electronically, BEFORE
YOU CONTINUE INSTALLATION.

THIS LICENSE AGREEMENT SUPERSEDES THE LICENSE AGREEMENT CONTAINED IN THE SOFTWARE
INSTALLATION AND DOCUMENTATION.

CAREFULLY READ THE TERMS AND CONDITIONS OF THIS END USER LICENSE AGREEMENT ("AGREEMENT")
BEFORE OPENINGTHIS PACKAGE. BY OPENING THIS PACKAGE, YOU ARE ACCEPTINGAND AGREEING TO
THESE TERMS AND CONDITIONS.

IF YOU ARENOT WILLING TO ACCEPTAND AGREE TO THESE TERMS AND CONDITIONS, YOU SHOULD RETURN
THIS PACKAGE IN UNOPENED FORM WITHIN 7 DAYS OF RECEIPT FORA FULL REFUND OF THE LICENSE FEE
YOU PAID.

This Software (which term where appropriateshall be deemed toincludeall materials, associated with the
Software including, but notlimited to, all documentation, user manuals, training materials,and media) is
Copyright(c) 1998 - 2006 by Layton Technology, Inc. All rights are reserved.

1. License

Layton Technology, Inc, ("Layton Technology") hereby grants to you, and you accept, a limited nonexclusive
license to use the Layton ServiceDesk computer software program contained on the enclosed in machine-
readable, object code form only, along with the accompanying User Manual (collectively, the "Software"),
only as authorizedin this License agreement.

Exceptfor the rights specifically granted in this Agreement, Layton Technology retains all right, titleand
interest (including without limitation, copyright and otherintellectual property rights) in and to th e software.

2. Use
Installation and use of the software is strictly limited to the following terms and conditions.

a) The software may only be used where the number of End Users registered within the system does not
exceedthe numberof End Users referred to by the License Pack purchased and as indicated on the Layton
Technology invoice. End Users are classified as users or customers that are supported using Layton
ServiceDesk.
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b) All License Packs are provided strictly for the use of a single production system of Layton ServiceDesk, or
installation of asingle database. Forsecurity copies see Copies and Security.

c) All of the above users must reside domestically within the country where the license was purchased and
maintain a single HelpBox database unless an International license is purchased.

Transferringalicense between organizations and countries is prohibited.
Definition of Licenses:

Starter Pack/Business Pack/Corporate Pack/Enterprise Pack; This license(s) enables you to have the licensed
number of users while maintaining one single database, controlled by you domestically within the country
where the license was purchased.

3. Restrictions

You agree that you will not modify, alter, reverse engineer, de-compile or otherwise translate the software.
You agree that you will not sell, distribute, load, assign, sublicense, pledge, lease, rent, share orotherwise
transferthe software (orany copy thereof) oryourrights and obligations under this agreement.

4, Copiesand Security

You may make copies of the software solely for testing, security, backup and archival purposes, provided that
such a copy contains all of the original Software Copyrightinformation and other proprietary notices.

5. Terms; Termination

Thislicense agreement is effective upon your opening of this package and shall continue until terminated.
You may terminate this license agreement at any time by destroying the software (and all copies thereof)and
erasingany copiesresiding on computer equipment.

In addition, this agreement shall be terminated automatically if you fail to comply with any of the terms and
conditions of this Agreement. Upon such termination, you agree to destroy the software (and all of its copies
thereof) and erase any copies residingon computerequipment.

Layton Technology reserves the right to change this EULA at any time. For a current copy of the EULA visit
www.laytontechnology.com.

6. Limited Warranty/Remedy

Layton Technology warrants foryour benefitalone, fora period of 14 days from the date of your receipt of
the software (the "Warranty Period") that (i) the diskin which the software is contained is free from defects
in material and workmanship, and (ii) the software will operate substantially in accordance with material
functional specificationsinthe User's Manual. Layton Technology's entire liability and your sole and exclusive
remedy forany breach of this limited warranty shall be, at Layton Technology's option, either (a) return of
the license fee you paid, or (b) repairorreplacement of the software; provided that you return the software
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to Layton Technology within the warranty period along with a detailed description of the problem
encountered.

The limited warranty provided in this section shall be void if the problem encountered has resulted from
improperuse, neglect, abuse, accident or unauthorized modification.

EXCEPT FOR THE LIMITED WARRANTY SE FORTH IN THIS SECTION, THE SOFTWARE IS LICENSED "AS IS" AND
LAYTON TECHNOLOGY DISCLAIMS ANY AND ALL OTHER WARRANTIES WITH REGARDS TO THE SOFTWARE
(WHETHER EXPRESS OR IMPLIED), INCLUDING WITHOUT LIMITATION ANY IMPLIED WARRANTIES OF
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, INFRINGEMENT OR TITLE, OR ANY WARRANTY OF
THE QUALITY FUNCTIONALITY, OPERABILITY, USE OR PERFORMANCE OF THE SOFTWARE.

7. Limitation of Liability

UNDER NO CIRCUMSTANCES AND UNDER NO LEGAL THEORY (WHETHER TORT, CONTRACT OR OTHERWISE)
SHALL LAYTON TECHNOLOGY BE LIABLE FOR ANY SPECIAL, INCIDENTALOR CONSEQUENTIALDAMAGES
WHATSOEVER (INCLUDING WITHOUT LIMITATION DAMAGES FOR BUSINESS INTERRUPTION, COMPUTER
FAILURE OR MALFUNCTION, LOSS OF BUSINESS PROFITS GOODWILL OR INFORMATION, ORANY OTHER
PECUNIARY LOSS OF DAMAGE) ARISING OUT OF OR RELATING TO THE SOFTWARE (INCLUDING WITHOUT
LIMITATION USE OR INABILITY TO USE THE SOFTWARE), EVEN IF LAYTON TECHNOLOGY HAS BEEN ADVISED
OF THE POSSIBILITY OF SUCH DAMAGES, UNDER NO CIRCUMSTANCES SHALL LAYTON TECHNOLOGY'S
CUMULATIVE LIABILITYTO YOU EXCEED THE LICENSE FEE PAID BY YOU FOR THE SOFTWARE.

8. Qualification

Some jurisdictions do notallow the limited warranty and remedy provisions described in section 6, or the
limitation provisions described in section 7, so those limitations may notapply toyou. This Agreement gives
you specificlegal rightsand you may also have different or additional legal rights, depending on the
applicable lawinyourjurisdiction.

9. Government

The software is provided to the U.S. government only with restricted and limited rights. Use, duplications, or
disclosure by the Governmentis subjectto restrictions setforthin FARsections 52-227-14 and 52-227-19 or
DFARS Section 52.227-7013 (c)(l)(ii), as applicable. Manufactureris Layton Technology,
www.laytontechnology.com.

10. Governing Law

Thisagreementand any dispute or controversy arising out of or relating thereto shall in all respects be
governed by and construed inthe accordance with the laws of the State of Florida, excludingits conflicts of
laws principles.
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