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Due to the inherently complex nature of computer software, SysAid does not
warrant that
SysAid software is: bug-free, will operate without interruption, is compatible

with all equipment and software configurations, or will otherwise meet your

needs.
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Support

SysAidis committed to providing world -class technical support and professional
services to its customers. Free support is included in every product purchase,
the freeware edition, or the 30 day trial; this support is provided either by

SysAid online, telephone, Skype, e-mail or MSN web messenger.

Before Contacting Support

We recommend that you do the following before contacting Support:

Download and install the product. Review the information on the  SysAidSupport

pages (go to www.ilient.com and click on Support and then Guides or FAQs or

search the Troubleshooting Section ).

Within SysAid interface, you may consult the Help file by clicking the question

mark icon at the left of the top bar. This will open a popup screen with
specific explanations about the page you are currently in. To navigate the help
files, you may click the help library tree that appears on the left of the popup
screen.

1 SysAid Help Files

SysAid Online Help

LLadmin Portal
=@ Manager Dashbaord
-0 Asset Management
1 (& Service Desk
(0 Tasks/Projects

) analyzer
& (0 preferences
=@ Monitoring
& @ cvos

) chat

[ addtional Modules
(&3 end User Partal

Administrator Portal

Main Page

This is the page administrators see when they enter Sysaid. It is an overview of the state
of affairs in your helpdesk.

You can see the administrators who are online, a list of your last messages, a list of
recent topics in the Sysaid forums, the active service requests in your helpdesk, a list of
recently accessed assets in your network, and a list of the recent notifications received
from the Sysaid forums.

Note that the underlined details in the boxes that appear on this page are links, and by

clicking them you can see the full details of each item, or enter the relevant post in the
Sysaid forums.,
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Support Conta ct Information dhelpdesk@sysaid.com

When contacting Support, please include the following information , or have it

available when calling:

Your service request number.
Your name, email address and phone number.
Specific details about the problem, includi ng system message,
error codes and logs.

91 Details about your system, including the operating system,
hardware configuration, network details and other applications

running on the system.
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Chapter 1 SysAid Modules

SysAid core product includes the followi ng modules:
Helpdesk

Asset management

Monitoring

Reporting

Chat

IT Benchmark

With SysAid you will be able to:

- Automate handling of service calls to reduce response time and improve
service

- Lower down-time by using more efficient system management.

- Create various escalation rules to secure your service quality at all times.

- Improve efficiency of hardware and software Asset Management

- Use integrated remote control capability to solve your users' IT issues quickly
and securely

- Measure IT performance with detailed reports.

- And much more

Sys Ai d E adiitioha imadsiles that are available for purchase:

Tasks/Projects

Manager Dashboard

Monitoring (Server Monitoring and advanced monitoring capabilities)

ITIL Package (Problem Management, Change Management and CMDB)
You can also try for free a light edition of Help Desk and Asset Management or
a full 30-day edition both options are available from our web site

www.ilient.com

The extra modules are only available with the full 30 -day free trial , or upon

purchasing the full edition of SysAid.
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A Brief Review of the Modules in SysAid
Below is a brief review of each module, and y ou can find a detailed description

of these modules later in this guide.

SysAid Help Desk Management

« Automate handling of service calls to reduce response time and improve
service

« Based on parameters such as categoryand location, service requests can be
configured to be rerouted automatically, change their priority or due date and
perform other actions

» Service requests can be sorted according to user, due date and other fields

« Different views can be added to reflect customized outlooks on the Help Desk
requests

« Administrators can create escalation rules

» Service requests can be placed in a knowledgebase , which can be searched
easily

« End users and administrators are automatically notified about new, modified

and escalated service requests

SysAid help desk offers you either a hosted online solution, or an instal led
solution for your IT needs. The help desk provides you with a simple yet
comprehensive form that enables quick submission of service requests to an IT
department. The administrator interface hosts a wide range of functionalities

that assist you in managing a busy help desk:

Features include d:

Comprehensive escalation functionalities
Intuitive, customizable interface and efficient methodology
Service request priority defined by pre -determined rules based on

category, urgency, and other fields
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1 Automatic routing of service requests according to pre -defined
parameters and priority
Automatic logging of all service requests and corrective actions
Customizable help desk interface allows sorting of service requests by
type, preferences, severity, and more
Knowledgebase of important service requests
Editable record of common problems & solutions for end users to browse

through

1 Full communication abilities --users can email, SMS, and instantmessage

one another

M Automatic notifications, via email or SMS, of n ew, modified, and

escalated service requests

1 Customizable alert system highlights urgent, unresolved, or escalated

requests

1 User and administrator groups enable dividing the help desk

into logical units
1 Supports access via mobile phones and PDAs.

1 Multili ngual capabilities.

SysAid Asset Management

« Lower down-time by using more efficient system management

= Improve efficiency of hardware and software inventory management

= Desktops, laptops, and other assets are listed and grouped using an automatic
deployment tool

= Hardware and software changes are updated automatically

« Administrators can have complete remote control of machines

« Easy integration with external purchasing and ordering systems via XML

« All reported chan ges are saved in a permanent computer record, which

contains hardware/software and service history
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SysAid offers asset management functions. SysAid scans the network of the
organization, and provides IT the necessary information. IT managers and
administr ators can easily see information such as listed above without leaving
their offices. SysAid retrieves the assets information automatically, which is by
far more effective than listing the data in a spreadsheet. SysAid Asset
Management is extremely useful, because it is impossible for IT to manually list

all assets, the details of assets, and changes the assets go through.

With SysAid:

1 Network computers detected automatically; no need to input assets

manually

1 Hardware and software of assets are automatically detected and

displayed; no need to input asset information manually

1 Hardware and software changes on assets detected and updated
automatically; SysAid keeps an updated picture of the network and its

machines

1 All reported changes saved in a permanent "asset record", which contains

hardware/software and service history
1 Assets easily located using powerful search/listing functionalities
1 Full and easy remote control of assets

1 Assets interface with the help desk, displaying (and alerting

administrato rs of) service requests associated with them
1 Easy integration to external purchasing and ordering systems via XML
1 Tracking of software and supplier catalogues

1 Enabled feedback about your Helpdesk services from end users.

-10 - SysAid User Manual Release 7.0

1 Hayarden St.
P.O. Box 1142 Tel (Israel): +972 3 533 3675 Toll Free center (U.S): 800-686-7047

Airport City 70100 Fax (Israel): +972 3 761 7205 Tel (U.S): +1 617 275 5562
Israel E-mail: info@sysaid.com Fax (U.S): +1 617 507 2559



<Aid

IT's” That Simple

Monitoring

« Constant tests for memory usage, hard disk usage, vital OS services and
processes, network services, software and hardware updates and more

« A warning or error notification will be sent to you when something is
wrong. SysAid canopen an automatic service request , notify you by email,
or even send you an SMSmessage

« YOu can see avisual representation of all the monitoring tests on daily,
weekly, monthly and yearly graphs

« Configure monitoring templates for any number of servers or workstations

With the SysAid monitoring tool:

1 Ensureutmost functionality of all your network components, from your
most vital network applications, your servers, and down to each
individual workstation on your network.

Servers monitoring and workstations monitoring.
Configure the necessary checks that will be preformed on each asset or
on a group of assets yourself.

1 Create special templates composed of different series of checks that can

then be assigned to the relevant asset s.

Please note: the monitoring module exists in a limited version in the Free
SysAid Edition. To learn more about the SysAid Monitoring module, check the
complete SysAid Monitoring Guide at:
http://il__ient.com/down/monitoring6.pdf

Reports

« Automatic, pre -defined reports on help desk activity, service quality,
hardware/software inventory and more

= Reports can be configured to match administrators' needs
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Manager Dashboard

« An immediate and customizable graphic Dashboard overview of the state of
affairs in your organization

« A wide choice of reports that can be scheduled, customized and sent to
different users

« Various possibilities for modifying reports according to your specific needs
or creating entirely new reports

Projects and Tasks

« Allows you to create, list and manage projects and tasks
» Tracks work progress and resource use

« Allocates time wisely

« Keeps record of all activities

» Stores relevant documentation

« Graphical Gantt chart of the projects and tasks
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ITIL Package
The Information Technology Infrastructure Library (ITIL), is an international

framework of best practices for IT management and service quality, released by
the UK Office of Government Commerce (formerly CCTA).

SysAid was establishedin 2003 on core ITIL principles which have since provided
the foundation for all future SysAid Research and Development designs. Over
the years, we have continued to develop in accordance with ITIL methodology,

and remain dedicated to bringing ITIL best pr actices to your IT environment.

SysAid CMDB
« SysAid CMDB allows you tdeep track of significant elements in your IT

network

« Holds an unlimited number of Cls of all types

« Allows more than 250 customizable fields - to fit your exact needs.

« Helps you predict the influence of changes in your network on future

developments and business impacts.

ITIL Problem Management

« Analyzing root incident causes

« Proactively handling problem areas to minimize incident recurrence and

business impact

« Grouping isolated SRs into related problem themes

» Knowledgebase of known errors and work-around methods.

» Helps you proactively eradicate root problem causes in your organization.
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ITIL Change Management
« Handle process framework for implementing effective organizational change

« Minimiz e the risk of business exposure and service disruption.

« An unlimited number of change processes

« Customizing options to suit any change scenario in your organization.

« Automate workflow approval processes with ITIL's proven chain of approval.

« Apply pre-defined change templates

» Perform multi -level risk assessments and authorizations with a full audit trail

« Set secure notes, tasks and permissions for multiple stakeholders

And more.
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Chapter 2 Installation and Successful Login

If you have purchased SysAid Hosted Online Solution, please go to SysAid on-
demand online Solution (below) for login details. If you have purchased the

installed solution for your server, installation instructions will now follow.

Installation
Please go to the following document for detailed installation instructions:
Guide 1: Installing the SysAid Server

http://www.ilient.com/down/installation quide.PDF

The installer asks you what language you would like as the default language for
SysAid. For detailed inst ructions on setting up language consult Chapter 7: Tools

for Customization in SysAid.

Logging In
There are two options to login to SysAid. Either you will access SysAid On
Demand Online Solution from the Internet or you will install S ysAid on your

network.

SysAid On-Demand Online Solution

Upon ordering the on-demand online solution of SysAid, you were supplied with
an Account ID, Usemame, Password and login URL. Use your details to login to
your SysAid OrDemand Edition. You can also be provided with a unique domain
upon request. The account compartmentalizes your network as to distinguish it
from other networks th at use SysAid online solution. No account has access to

any other account, and one account is enough for even the large st organization.

If you have any questions you can contact the support team :

support@sysaid.com
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Accessing SysAid on the Network
With the installed edition, open any internet browser . Input a URL in the
following form:

Http://<server IP>:port

<Server IP> refers to the IP address of the server SysAid is installed on (IPv6 is
supported by SysAid. Port is the port number SysAid is listening on. If the port
is 8080, you do not need to enter it, since browsers assume port 8080 by
default. You specified the port number when installing SysAid. If you are using
the computer SysAid is installed on, you already have a shortcut under your

Start menu. You can now start SysAid using this shortcut.

When SysAid loads, input your Username and Password and make a note of it

Enter your Username and Password. Upon installing SysAid on your network,
you, the main administrator, were prompted to create an administrator
username and password during the installation setup. Please make a not e of

your Username and Password

If you forget your main administrator username and password you can reset this
password. Note that i f your database type is Derby, you would have to go to
"services.msc" and stop the "Sys Aid Server" service before running this
command.

1. Open CMD

2. Change the directory to "C: \Program Files\SysAidServeYutil"

(cd C:\Program Files\SysAidServetutil)
3. Type "ResetPassword" ancclick Enter.

4. You will receive a list with the a vailable account Ids
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5. Type OReset Pas s woPledse makesare you type tted
account id from the list above correctly , since it is case sensitive. If you

will not type it correctly it may cause a corruption in your database.

Now click the Submit button to login.

All users should see the following login screen.

2 Log-in via SysAid on your network

Welcome to SysAid!

Please enter your login information

User Name:
Password:

Forgot your password? h—‘h—h&d

Help Desk Software by llient

If an ordinary administrator has forgotten his/her password |, they can click the

link Forgot your password? In the login page, and reach the fo llowing screen:
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3 Forgot Password Screen

- SysAid Help Desk

Forgot your password?

Please fill out the fields below.
A new password will be sent to your email.

Account:
User Name:

Email:

Once logged-in, administrators will navigate to the administrator interface.

4  SysAid Welcome Home Page

v6.5.01 Account cmob User ariel i 8 =

Manager Portal T %
Administrators online

Asset Management

1 Users
ariel

Service Desk

Monitoring s
TasksiProjects 6
CMDB

Analyzer

Preferences Last messages
Community

Chat

Additional Modules

Recent Forum Topics

General IT Discussions: Custom Queries (01/10/09|
SysAid CSS Forum: SPAM bounce back from email sent to sysaidcss (30/09/09)
SysAid CSS Forum: Escalation rule to email to a non-user {30/09/09

Helpdesk: Email to SMS issue in escalation rule (30/09/09)

Help Desk

0 active Service Requests assigned to you.
1 active Service Requests not assigned.

Asset Management

3 assets in 0 groups.

Recent Forum Notifications

SysAid User Manual Release 7.0
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Following successful login, you can commence to deploying and configuring the
system.

The Thre e Interfaces in SysAid

SysAid contains three portals: the end user interface, the administrator

interface, and the manager interface.

In SysAid there are three types of user: end users, administrators and managers.

The end users can submit service requests via the SysAid interface, e malil,
telephone or a customized web page. The administrators are able to respond to
incoming service requests, to configure settings in the help desk and asset
setting, or in the Projects and Tasks SysAidmodules. The managers can review,
generate and send automatically scheduled reports, as well as to have a quick

overview through the dashboard in the Manager Dashboard.

End User Interface

From this portal the end user can access several pages: the submission form for
sending his/her service requests; self service page, to review common problems
(if enabled) ; a page to review old service requests , and a page to re -design their
own user settings. End users can search print, or export to a C SVfile their own
service requests. End users who are supervisors can also viewtheir supervised
service requests. The end user has no access to the administrator interface or to

the Manager Dashboard
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5 End user interface

v6.5.01 Account cmdb User ariel @ 8112 ®

SysAid Help Desk =y

Welcome to the SysAid Help Desk, Ariel!

The SysAid Help Desk provides you with the support and solutions you need to quickly resolve technical problems. Here you can submit
service requests, receive timely support from SysAid administrators, track your service history, and even find information that can help
you independently resolve your personal IT issues.

Live Chat By SysAid

Submit a Service Request Self Service
L Experiencing technical problems or Find helpful information that can help
have an issue to report? Click here you quickly resolve a technical
to submit a service request to your F Y problem on your own. Try to save
) IT department. e time by doing it yourself!
View Your Service History . Change request actions

= ‘ Keep track of the service requests $ Participate in Change Management
| = you've previously submitted and 5 i] processes, approve of reject Change
l? ‘l Shiges monitor the status of your reported % requests, enter comments, and view
[}

' g detailed Change information.

technical problems.

SysAid

Help Desk software

Administrator interface

From the administrator s portal you can set and control the help desk, the
inventory, the tasks/projects modules , all the administrators and all your end
users settings. You can also run reports using the Analyzer from this interface .
Those administrators who are defined as SysAid Administrators have access to a
wider range of options and settings. Ordinary administrators do not have access

to the Manager Dashboard

Manager interface
SysAid managers log into an interface designed especially for them. Here you

can immediately see the main four dashboard charts, which provide an instant
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picture of the current state of affairs in your IT department. The Manager
Dashboardalso includes various reports and tools to assist you with running and
modifying them for your specific needs . To lear n more about SysAid Manager

Dashboard please go to chapter 11: SysAid Manager Dashboard in this guide.

Related Guides and Reading

Guide 1: Installing the SysAid Server

http://www.ilient.com/down/installation quide.PDF

Guide 3: Getting Started Guide
http://www.ilient.com/down/getting started.PDF

Guide 10: Manager Dashboard Guide
http://ilient.com/down/Manager%20Dashboard%20Guide6.pdf
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Chapter 3 - Setting Up Users

» SysAidis highly customizable: You can add or remove users or fields, redefine
your forms and interface or adjust your translation of the system quickly, with
only a few clicks

« Suitable for technical and non-technical users, SysAidis intuitive and easy to
use

« Service requests can be placed in a knowledgebase , which can be searched
easily

« End users and administrators are automatically notified about new, modified

and escalated service requests

In SysAid you needto set up new administrators and end users; and to add the
user information for both administrators and end users. This task is performed
by an administrator.

In SysAid there are three ways you can add administrators and end users.

Manual Set Up.

Import users via lightweight directory access protocol (LDAP)

compliant directory software, e.g. Active Directory.

SysAid can create an end user automatically

This chapter will describe the different ways to add users.
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Manual setup

Add New Administrators
1. To add a new administrator in SysAid, go to Preferences A User

Management A Admin Manager tab.

6 Admin Manager Tab

v6.5.01 Account cmdb User: ariel ﬁ .l ==

4 View: DEFAU

My Settings User Management

. 5
. )
User Management } Admin Manager | end user manager | Groups | Companies | Import Users | Import Companies

Senvice DeskBetings Records 1 -10 of 11 |GEFFTTN ETEN 1of2p p| Licensed admins 20

Remote Control Settings

Search "CT]
Account Defaults )
Filter:
Customize 6 [Alliv)
Integration i
g Eirst Last Name User Name Email Cellular Phone Department  Cubicle  Floor  Company Disablec
Name~ phone
End User Portal
oded.moshe oded.moshe@ilient.com No
Asset Settings { ! !
Bugs Bunny hbunny Bugs bbunny@email.com 718-858-9575 828-5188 Company No
CMDB Settings | S |
Forest Gump fgump Forestfgump@email.com 718-858-9605 828-5218 Company No
Project Settings 5
Darth Vader dvader Darth.dvader@email.com 718-858-9668 828-5281 Company No
Reminders T 2
Super Visor supervisor Super.supervisor@email.com 718-858-9669 828-5282 Company No
£
Edit
ftnews John Head of John oded.moshe@ilient.com No
Event Logs Helgdesk T
9 Jane Systern Jane oded.moshe@ilient.com Company No
Sub T Expert 1
LU Jack Customer Jack oded moshe@ilientcom 622-343-2321 Ext 211 No
Senvice
SR ENCEES Anne Sales Anne 123-2342-653 | Ext332 No
= Department |
Problem Templates Ariel P ariel ariel@ilient.com No
Service Desk Notifications
Chat Settings [ Turn end users info administrators |
Downloads
About

2. To manually add a new administrator, click on the new E] icon in the top
left corner. You will reach a form ( New admin) where you can input details for

a new administrator.
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7 Creating a new administrator

v6.5.01 Account cmdb User ariel f 8112 @

My Settings New Admin

User Management ‘ General Details | pescription | Permissions | Help Desk

Service Desk Settings
User Name

Password 1 Bl Generate random p ord |

Remote Control Settings

Account Defaults |
it 6 Confirm Password
Integration First Name
End User Portal Last Name
Asset Settings Email
CMDB Settings

Text message
Project Settings

Phone
Reminders

Cellular phone
Edit news

Company [Select Companyiv]|

Event Logs

n
.
i

Sub Types

Change Templates
Problem Templates
Senvice Desk Notifications
Chat Settings

Downloads

About

3. Fill out the General Details form and click Ok. You will be
prompted with the following pop up box message: "Would you like
SysAid to email the new user his/her details? " Click Yes. The user
will now be sent his/her username and password for accessing
SysAid.

Add Supplementary Details on Newly Registered End Users and
Administrators

Once you have added a user (administrator or an end user) you can insert
additional details in the Description page. To access this page, click on the
name of the user either in the End User Manager or Admin Manager; then click

on the Description tab at the top of the page.
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Administrator Sett ings

To customize your settings as anindividual administrator , you should change the

parameters in the My Settings page.
Go to Preferences A My Settings.

8 My Settings Page

User Management
Senvice Desk Settings

Password
Remote Control Settings

Confirm Password
Account Defaults
ol é First Name
Integration Last Name
End User Portal Email
Asset Settings Text message
LRI Chat Nickname
Project Settings

Language
Reminders i .

Time Zone
Edit news

Date Input Style
EventLogs

Encoding
Sub Types

[J Enable automatic rotation of dashboard views.
Change Templates
Problem Templates [J Out of the office, assign all new requests to

Service Desk Notifications
Chat Settings
Downloads

Signature (Auto Text)
About

Set Language Settings for Administrators

‘ My Settings My Community Settings  Favorites

v65.01 Account cmdb User ariel f 81 12 @

My Settings

Ariel

P

| ariel@ilient.com

[English (United States) v

[EST (EST) V| 101100 6:02 AM
[American v

| Unicode (utf-8) ]

1. To change the language settings across your SysAid interface go to

the My Settings page, and in the Language field select the desi red

language. Click on the dropdown menu to be able to select a

language from the list . Make a note of this option as you need to

select th e same language in the Translate page later on.
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2. In order to change the encoding so it will support reading and
writing in your local language, move further down in the page, and
click on the dropdown menu next to Language. Alter this setting to
your desired language. For languages other than English, Dutch,
French, German, Spanish, and lItalian (Latin 1, en -iso-8859-1) you
need to ensure that you select Language: Unicode (UTF-8) under
My Settings and in Account Defaults .

3. Once you have completed the fields on this page, click Save.

Go to the Translate page (Preferences A Customize A
Translate ). At the top left hand side of the page, in the  Language
field, choose the language you set in the My Settings page (step
1). For languages other than English, Dutch, French, Hebrew,
German, Spanish, and Italian, you will have to perform a one -time
translation of all the term listed in the  Translate page. Possibly,
there is an available translation to your language in the SysAid

Community:

http://ilient.com/Sysforums/forums/list.page?listType=translations

5. SysAid uses a dictionary file to support the various languages. You
may change the terms for the supported languages and perform a
one-time translation for new languages.

6. You can choose which languages will show in the language
dropdown lists in SysAid, under PreferencesA Account Defaults.
Click the Available Languages button, and uncheck the languages
you do not wish to make available f or SysAid users. Only languages
chosen will be visible when users select their preferred language.
The selected languages will be available to the End User under My
settings. Note that SysAid Pro edition supports a maximum of two

languages.
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9 Select Available Languages

Aid

v7.0.01 Enterprise Ediion Accaunt cmdb User-ariel M 8| =2 @

}’/\ Preferences ¥ *v SR qguick access vl * ‘

~
LA Select languages from the installed input languages to
e . display in the list of available languages in SysAid
ser Managemen 1
Language Albanian
Service Desk Seftings HlEnianialbanay
Available Languages Arabic g
Remote Control Settings Arabic (Algeria)
Arabic (Bahrain)
ns.
Account Defaults Arabic (Egypb
Integration Time Zone Arabic (Irag)
Arabic (Jordan)
End User Portal Date Input Style Arabic (Kuwait)
Arabic (Lebanon)
Asset Settings Encoding Arabic (Libya)
CMDB Settings e Arab!c (Morocco)
Arabic (Oman)
Project Settings Arabic (Qatar)
Arabic (Saudi Arahia)
Reminders Arabic (Sudan)
Editnews . Arabic (Syria)
Spell Checker language Arabic (Tunisia)
Event Logs 0 ducnio 4 loitad deala Coaival, b
Mail Domain [ |
Sub Types )
Export/lmport/Encoding | English (en-iso-8859-1) b
Change Ternplates
Organization name | |
Problem Templates -
Senvice Desk Natifications Require the Admin to add a note when the settings are changed.
Chat Seffings [] Enable IT benchmark. Your industry lAc‘;m".ﬁ"U v
Downloads @
About

Set Signature
SysAid administrators can edit their own text used when sending messages
through SysAid. Under Preferences A My Settings page, insert your signature in

the text box, and click Save. Note that it is possibleto uset he ®aéagi @ or der

to insert variables. See table 7 in this guide for a full list of possible tags.

-27 - SysAid User Manual Release 7.0
1 Hayarden St.
P.O. Box 1142 Tel (Israel): +972 3 533 3675 Toll Free center (U.S): 800-686-7047
Airport City 70100 Fax (Israel): +972 3 761 7205 Tel (U.S): +1 617 275 5562

Israel E-mail: info@sysaid.com Fax (U.S): +1 617 507 2559



Aid

IT's” That Simple

10 Add signature

Always happy to assistyou,
${ModifyUser}

Signature {Auto Text)

Out of Office

If you are going on a vacation and wish to direct your incoming service requests
during the time you will be away to anot her member of the support team, you
can do so simply by ticking a check box. Under Preferences A My Settings
there is an option for an out of office support, that is, requests that are
assigned to an administrator who is out of office, or are queued by rou ting rules
to such an administrator, can be rerouted to an assigned available administrator

instead.

Administrator Permissions

You can set for each administrator his/her permission level. Decide on what
kind of access you want your administrators to have , and make your selection in
the Permission tab (Preferences A User ManagementA Click on the
administrator A Permissions tab). The Permission tab includes eleven potential
accessibility options available for an administrato r. Here is an explanation of

the different available permissions:
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1. View Inventory

If you check the box next to this permission, the administrator in question will
be able to view your network inventory. However, you can limit the
administrator's view to a certain inventory group that you have set -up earlier
on, by choosing the name of the relevant group from the dropdown menu which

appears in this line.

2. Modify Inventory
If you check this box, the administrator in question will be able to modify th e

inventory of your network.

3. View Service Requests

Here you can choose to limit the service req uest the administrator can view. For
instance, you can decide that this administrator will see only service requests
that are assigned to him/her or to his/ her admin group. Also, it is possible to
choose that this particular administrator will not be able to see any service

requests at all, simply by un -checking the box.

4. Modify Service Requests

Here you can choose to limit the service request the adminis trator can modify.
For instance, you can decide that this administrator will be able to modify only
service requests that are assigned to him/her or to his/her admin group. Also, it
is possible to choose that this particular administrator will not be able  to modify
any service requests at all, simply by un -checking the box.

This is a special permission for an administrator to purge a service request. If
you check the box, this administrator will be able to delete any service request

from your database.

6. View Projects
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This box can only be checked in the full edition of SysAid, and only if you have
purchased the Projects and Tasks module. To learn more about the Full SysAid

edition ,please follow this link : http://ilient.com/fullversion.htm . Here you

can choose whether a particular administrator will be able to view all or some
of the projects. You can limit the administrator's view of the projects according

to the administrators/admin groups that these pr ojects are assigned to. Simply
select the relevant names from the dropdown menu. Note, however, that you
first have to define projects and assign them to administrators or groups to be
able to define this viewing permission ( Tasks/Projects A Project List A click a

row entry A General Details A Project Manager )

7. Modify Projects
This box can only be checked in the full editon of SysAid

http://ilient.com/fullversion.htm and only if you have purchased the Projects

and Tasksmodule. Here you can choose whether a particular administrator will
be able to modify all or some of the projects. You can limit the administrator's
permission to modify the projects according to the administrators/admin groups
that these pr ojects are assigned to. Simply select the relevant names from the
dropdown menu. Note, however, that you first have to define projects and
assign them to administrators or groups to be able to define this modifying
permission (Tasks/Projects A Project List A click a row entry A General

Details A Project Manager )

8. View Analyzer

By checking this box you will enable the administrator an access to the analyzer
function, so the administrator will be able to generate reports about workflow
and service quality. To learn more about the analyzer function, please go to

Chapter 9 in this guide.

9. Remote Control
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By checking this box you will allow a particular administrator to remote control
other computers in the network. Even if the user is not logged on, SysAid will
enable the permitted administrator to remote control the asset. You should set
the remote control permissions for particular workstations. To learn more about
remote control, please go to the section Remote Control Settings in Chapter 5

in this guide.

10. Limit to its company data only
If you have set up different companies that different administrator belong to, by

checking this box you can limit each administrator to its company data only.

11. SysAid Administrator
Enabling the checkbox next to thi s option will permit the administrator to

change items accessible via the Preferences submenu.

12. Manager
Checking this box will determine th e administrator as a SysAid Manager, and
enable him/her access to the Manager Dashboard To learn more about SysAid

Managers, please go toChapter 11 in this guide.

13. Change Manager
Checking this box will determine the administrator as a change manager, which
allows him to create, edit and follow a change or a problem process, and all its

action items.

14. #4912 Create Change/Problem
Checking this box permits the administrator to create a new change or a
problem process, based on an existing template. Note that the administrator

does not have to be a change manager.

15. View other Admins' action items
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Checking this box permits the administrator to view the action items for which

other administrators are responsible.

16. View CMDB
Checking this box allows the administrator to see the graph and the relations
between CI-s in the CMDB

17. Modify CMDB
Checking this box allows the administrator to add new CI-s and to edit the

relations between CI -s in the CMDB

18. Access Chat Console
Checking this box allows the administrator to receive and initiate chat sessions

with end users.

19. Chat Administrator

Checking this box allows the administrator to view closed chats, to edit the chat
preferences and to supervise chat sessions conducted by other administrators.
20. Restrict access to specific URLs

Here you can prevent administrators from accessing specific pages w ithin

SysAid. This restriction will be in addition to their existing permissions. Click the

three dots button to select the URL of the page you wish to | imit the access to.
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11 Administrator Permissions

v7.001 Account cmdb User ariel i 8| =12 ®

Edit administrator properties - oded.moshe
y
|

General Details | Description | PEFMisSsions Help Desk

Service Desk Settings

Permission Type | User Permissions v
Remote Control Settings
[¥] View Inventory , only in group |\ &| and its sub groups

Account Defaults
Integration 6 [¥] Modify Inventory
EndUserPotal [ View Service Requests that are assigned to [ anyone v/
Asset Settings [ Modify Service Requests that are assigned to | anyone v
CMDB Settings R . R -
e [Purge Service Requests that are assigned to | anyone v
Project Settings N
[“]View projects that are assigned to | anyone v
Reminders R
[ Modify projects that are assigned to | v
Edlteiig y proj ) | anyone |
EventLogs [JPurge projects that are assigned to | anyone =
Sub Types [ View analyzer
Change Templates [¥]IRemote Control
Problem Templates L. .
Limit to its company data only
Service Desk Notifications
SysAid administrator (SysAid Administrators automatically have all the permissions.)
Chat Settings
[OManager: access to manager portal
Downloads
[J Change Manager (Create and design Changes / Problems )
About 2
[JCreate Changes / Problems
[JView other Admins’ action items
[¥]View CMDB
[ Modify CMDB
[l Access Chat Console
[[J Chat administrator
Restrict access to specific URL's h

h\ud h:_m:.—ui huumﬂ

Adding New End Users Manually

Add New End Users

1. Go to Preferences A User ManagementA End User Manager to

add new end users.
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2. To manually add a new user, click on the New E] icon in the top
left corner. You will reach a form called New End User where you

can input details for a new end user (Figure below)

12 New End User

v65.01 Account cmdb User: ariel i

r -
% Preferences v

My Settings New end user

User Management (GE"E"& Details | pescription | Help Desk | History | Chats

Service Desk Settings

User Name
Remote Control Settings

Password
Account Defaults
Bitnie e Confirm Password
Integration First Name
End User Portal Last Name
Asset Settings Email

CMDB Settings
Text message

Project Settings

Phone
Reminders
Cellular phone
Edit news
Company Select Company¥.
Event Logs - e
Ok J"Cancel” fA5ly |
Sub Types o S

Change Templates
Problem Templates
Senvice Desk Notifications
Chat Settings
Downloads

About

3. Fill out the General Details form and click Ok. You will be
prompted with the following message: Would you like SysAid to
email the new user his/her details ? Click Yes. This will enable your

new users to receive an email with the ir login details.

4. You will automatically return to the End User Manager page; here

you will see listed the newly added end users.
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Setting Up Account Defaults for All End Users
In the sidebar, click Preferences A Account Defaults . Since you will create
more users, the account-defaults can save you time, by providing automatic

settings for those users. Specify the settin gs you would like most users to have.

13 Setting account defaults for all users

My Settings Addtto favorites Account Defaults

User Management
Language ‘Euqlish (United States) b
Service Desk Settings
Use the Default language for automatic notifications.
Remote Control Settings

Time Zone [EST (EST) v
Account Defaults

% Date Input Style ‘AIH&IiCMIV‘
Customize
e Encoding [Unicode {uif8) v
End User Portal Font Size [Sman_¥]
Asset Settings Case insensitive login names
CMDB Settings Spell Checker language [Engtish (US) ¥]
Project Settings Mail Domain
et ExportlmportEncoding [English (en-iso8859-1) v
Edit news
Organization name
Event Logs
Require the Admin to add a note when the settings are changed.
Sub Types

Change Templates
Problem Templates
Service Desk Notifications
Chat Settings

Downloads

About

You should select the appropriate option from the dro pdown menusto encode

email text and attachments in the Export/Import/Encoding option.

Language Set Up for End Users
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To set up language setting follow the instructions above (Set Language Settings

for Administrators).

Removing Users from SysAid
Delete End Users
In the End User Manager page you can delete an end user from the list. Select

the end user/s to be deleted by clicking the tick box next to their name, then

-
click on the Delete button on the top menu bar. To just disable an end

user, rat her than delete him/her for good, select the end user/s to be deleted

by clicking the tick box next to their name, then click on the  Disable E button
on the top menu bar. Similarly, to reverse this action and re -activate this user,

check the tick box next t o t hat end usersod® nankeablaend t he

-
button BN,

Delete an Administrator
You can delete administrators in the Admin Manager tab. Enable the check box

next to the name of the administrator you w ish to delete. Click the Delete

button on the top menu bar. A popup box will open asking you to confirm
deletion of the administrator. Click "OK" to proceed. A second popup will open
asking you to "Transfer all duties of (Deleted Administrator) to (New
Administrator) ". You can also choose to assign he duties to no other
administrator.

When reassigning the duties of an administrator you are deleting, SysAid
reassigns Routing Rules, Escalation Rules, and Quick Lists in addition to Service
Requests. For service requests, you can choose to transfer only active service
requests or to transfer all service requests by checking the appropriate box.

14 Transfer Duties Popup
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Transfer all duties of bbunny to | david E

L1

The main administrat or can also be deleted. However, it is not recommended to
delete the main administrator, as this is the only user who can deal with
troubleshooting LDAP.

Setting Up a Department Field for Users

To assist in registering your end users you can add their department details so as
to help the IT department when responding in person to service requests.
Setting up department field for users is necessary if you wish to nominate end -
users as department supervisors. See Chapter 8 Managing Help Desk o

Advanced Settings in this guide to learn more about supervisors.

1. To add a Department dropdown menu filed , go to the General Details
page.

2. Click on the Customize ﬁg icon.

3. A popup screen will open, called Design Form. In the box called

Available Fields select the Department field. Click on the arrow

button to move it to the Visible Fields box.

4. Click Save. This new field will now appear in the page.

To set up the contents of the Department dropdown menu:

1. Goto Preferences A Customize A Customized Lists.
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2. Inthe List dropdown box select Department .

3. You should use a numeric figure in the Key box. Add the text
description in the capt ion box. Click Add to save this line entry.

4. You can adopt any numerical coding sequence (1, 2, 3,4, 5 or
10,11,12,13,14 etc.) You cannot use the same number twice as this
causes the entry to be overwritten. Do not punctuate numbers with
commas”," or wit h full stops "." Also, please keep a continuous
sequence, to prevent future breaches.

5. Once you have added all entries to the dropdown menu, click Save.

Now you should be able to see the new drop down menu on the General Details

page.

Dividing Users into  Companies

If you are a help desk provider and have outsourced your help desk facility , or
are the mother company that provides all the IT services for all associated
companies, the facility that enables you to divide users into companies is
greatly beneficial. To learn more about creating companies and user groups,
please check section 4.2 in this guide: SysAid Help Desk- How to Optimize
your Workflow .

Also, dividing users into companies is necessary in case you wish to determine
end users as company supervisors. To learn more about supervisors, please go to

Chapter 8 Managing Help Desk & Advanced Settings

Import users with | ightweight directory access protocol
(LDAP)

Importing users and user information into SysAid using lightweight directory

access protocol (LDAP) compliant directory software has several benefits:
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LDAP-The Benefits

1. Allows to continue using the username and password your users
currently have on your network to access SysAid.

2. Preserves central location of directory of information on users
(address, telephone and cell ular phone numbers).

3. Saves time. IT administrators do not have to build new directories
and add user information manually .
No duplication of user data.

5. The basis for using single-sign on. Avoids double logins.

6. An option for secure integration

The most common LDAP compliant software used is Active Directory. If this is
what your organization uses you can easily integrate Ac tive Directory with
SysAid. If you integrate users with LDAP, SysAidwill treat that information as
read only data. Therefore any changes that are made to current users should be
made to the Active Directory itself. SysAid will then upload the changes once
the user logs in or if you " Refresh from LDAP" and have not disabled that user.
SysAid LDAP Wizard

Importing Users with an LDAP Compliant Directory
The full edition of SysAid imports users and authenticates users by implementing
LDAP integration. To learn more about SysAid Full edition, please follow this

link: http://ilient.com/fullversion.htm You can use any application that can

read an LDAP directory or is directory enabled, for example Microsoft A ctive
Directory, Open LDAP or Novell LDAP.

During installation you should have configured SysAid to work with your LDAP

compliant directory, for example Active Directory. If you did not manage to do
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this during installation you can configure the Active D irectory integration in the
LDAP Configuration Wizard within SysAid.

LDAP Configuration Wizard
1. To integrate SysAid with your LDAP compliant software, for
example Active Directory go to Preferences A Integration A
LDAP tab.

15 LDAP Integration
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My Settings

User Management
Service Desk Settings
Remote Contral Settings

Account Defaults

Customize 6
Integration

End User Portal
Asset Bettings
CMDB Settings
Project Settings
Reminders

Edit news

Event Logs

Sub Types

Change Templates
Problem Templates
Senvice Desk Notifications
Chat Settings
Downloads

About

LDAP attribute

Email | Text message | LDAP

N e R T e Tl Remove additional LOAD server |

[ Enable LDAP integration

[CoAP configaration wizard |

URL to LDAP server
User Name
Password

Domain

Login DNs)

User rootfs)

Group root(s)

User class filter
User filter

O Import groups
CN attribute

DN attribute
Name attribute

Attribute mapping

SysAid field
& |firstame

[ Schedule; Start time

B

v65.01 Account cmdb User: ariel f 81 12 ®

Integration

| Backup

(~ad |
[~ Add |
[~ Add |

e .
distinguishedName
sAMAccountName

E

10/01/2009 06:13 Rerun every [Day v

2. Click on the LDAP Configuration Wizard button. A pop up screen

will open. Check that all the fields are complete. Make sure you

complete the following four fields: LDAP host name , user name,

password, and domain. For the Username and Password fields,

you can use any username that has read only permission.

3. Note that you can check the appropriate box in the wizard for a

secure LDAP SSL integration.

16 LDAP Configuration Wizard
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My Settings Integration
User Management Email | SMS | LDAP Backup

Help Desk Settings

Main LDAP server configuration | 'Rémove addrtional LDAP server | 'Add additional LDAP server |

Rt ot Salinne [ Enable LDAP integration

Account Defaults

S URL to LDAP server
Integration
= User Name X
End User Portal Password
4 LDAP Configuration Wizard
Asset Setlings Domain
Login DN(s)
CMDB Settings Server Type: Active Directory ¥
User root(s) —_ )
5 7 LDAP hostname: |
Project Settings Group root(s) LDAP port number: 389
Editnews User class filter HearName: u
User filt Password: | eesese
Use! - -
Event LUQS o Domain:
Group class filter
Downloads O Import groups [ LDAP over SSL
ove S
CN attribute
About
DN attribute
Name attribute - =
(“Save [ Chieck Setiings J§ Cancel |

Attribute mapping

LDAP attribute SysAid field
& | firstName v o

B

Click Check Settings and then Save. If you receive an error message
verify that you have not made any spelling mistakes. | n case the error
message persists please sendthe error message to SysAidsupport.

4. If you successfully saved your settings, complete the main LDAP
Server Configuration page with all the required fields. C heck the
box "Enable LDAP integration" at the top of the page.

5. Click Save.

Using Two or More LDAPs

SysAid can be integrated with more than one LDAP compliant directory. This
integration will mean that end users will have to add a domain name before
their user name. Once you have integrated from one LDAP, click Add at the
bottom of the page and complete the LDAP Server Configuration page with all
the required fields. Click Save.
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Final Step - Integration

1. In order to integrate yo ur users from your Active Directory in to
SysAid, go to Preferences A User Management A End User
Management.

2. Click Refresh User List from LDAP. Check to see if your users
were successfully imported. If you do not see all of your users,

please contact llie nt support team.

When users are deleted from the LDAP SysAid will automatically mark them as

disabled when it is auto -refreshed.

Scheduled LDAP refresh

You can schedule an automatic refresh from LDAP, on pre-defined
intervals (once a day, once a week or o0 nce a month) according to your
preferences. Go to Preferences A Integration A LDAP tab, and choose

your auto refresh settings.

Single Sign on

Single Sign Onhas great benefits for your users. Once a user has signed on to
their netwo rk at the start of the day , no further login is required for SysAid. You
bypass the login screen. To set up this option please contact

support@sysaid.com with the following details: Your LDAP compliant software

(version number), and whether you have IS integration .
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Importing and updating users and companies form a CSV file

In case you do not use LDAP integration with SysAid, you can import both users
and companies form a CSV file.

Go to: Preferences A User Management A

Import Users or Import Companies tab

In this page you need to set the different columns in your CSV file to suite the

parallel fields in SysAid.

Since the username has to be unique for each user in the system, it is
recommended to set the email a ddress as a username.

When importing users, if SysAid recognizes in the user field a company name
that is not yet registered, SysAid will automatically add this company to your
list of companies. | n addition, i f you import another CSV file with other user s
from the same company, SysAid will automatically register all the relevant users

under the same company.

However, for the department field, or any other customized list field, SysAid
will not create new text value s, and therefore you need to make sure all the
text values in your CSV file are paralleled in SysAid . If a new value which does
not exist in the field you have customized in SysAid appears in your CSV file,
SysAid will ignore this value.

For instance, if you have set your department list in SysAid to include the
following departments: Management, Marketing, and Support. Yet, in the CSV
file there is also a Development department value, SysAid will ignore this value.
To fix this, simply set a new department value: Development, and then upload
your CSV file again. SysAid will automatically scan for fields that need to be
updated, update changes and insert new information.

To set the Development field in your Department List go to:

Preferences A Customized Lists tab.

From the List dropdown menu choose your list (for example, Department), and

insert a key number and a caption: Development. Click Save
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Now, import again your CSV file. SysAid will scan for the fields that need to be
updated and wi | | be able to recognize fohtee t ext Vv
department list. So, SysAid will add the information regarding this department

while importing the CSV file .

17 Adding a department to the Departments list in SysAid

—_—
"( Preferences v | EREULEREES

My Settings Customize

User Management Customized Lists | Customized Notifications | Translate  Appearance Web Forms | Customized Forms

Help Desk Settings " :
Please choose from the menu a list to customize.

Remote Control Settings

List [ [Vbep.n'nnenri v
Account Defaults
" Key Caption Actions

Customize -

- — 4 Department h-u-i g
Integration

g 1 Management [IDelete

End User Portal 2 Marketing []Delete
Asset Settings 3 Support [1Delete
CMDB Settings T

Project Settings
Edit news
Event Logs
Downloads

Ahout

You may also import administrators and end users from a CSV file under
PreferencesA User ManagementA Admin/End User Manager A Import Users
tab. If you wish to direct SysAid to re-perform the import of users during

specified intervals, check the box below the table to schedule an import. Insert

a start time, or click the calendar icon to choose a start date for the
scheduled import. Choose from the dropdown menu how often you wish SysAid
to perform the import, and specify the path of the Excel file which contains the

users data. Click Save Fields to save your preferences, and Submit if you wish
to perform the import immediately. Note that by importing users you can also

update all the fields for the existing users
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18 Import End Users from CSV File

————
% Preferences ¥

My Settings

Sewvice Desk Settings

Remote Control Settings
Account Defaults
Customize

Integration

End User Portal

Asset Settings

*v‘ SR quic

Admin Manager | End user manager  Groups | Companies | IMPOrt USErs | ymport companies

Input file
[ Do notimportthe head line {the first line)
[0 Generate passwords (Notification by E-Mail).

[ Use the E-Mail as the user name.

User Management

v6.5.01 Account cmdb User: ariel )

Number of fields 10
CMDB Settings
Read csv file from line number: 1

Project Settings
Remindars Position | Field content Format

1 Do notimport field ¥
Edit news T ===

2 Do notimport field ¥
Event Logs 3 Do not import field ¥
Sub Types 4 Do notimport field

5 Do not import field
Change Templates = —

6 Do notimport field ¥
ikemianats 7 Do not import field ¥
Senvice Desk Notifications 8 Do not ilnpon field v
Chat Settings 9 Do notimport field ;'7

10 Do notimport field ¥
Downloads
T [ Schedule; Start time [10/06/2009 07:49 e Rerun every [Day ¥

File path

Administrator/s - The Main Administrator

During the installation process of SysAid you were requested to enter details to
setup your first Administrator . This user is referred to as SysAid Main
Administrator .

In extreme cases where you do not have an access to SysAid, you may use the
included utility to reset this main Administrators pass word and this will allow
you access.

It is recommended not to delete the SysAid main administrator, although you

may disable it for licensing purposes .
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Create Administrators
Following a fresh installation of SysAid , and after completing LDAP integration ,
all users can be viewed in the End User Manager tab. No administrators exist
apart from the main administrator at this stage. Therefore only one entry will
appear in the Admin Manager tab. Administrators are authorized to manage
assets, change settings, and respond to service requests. You should now create
your administrators.
1. Go to Preferences A User Management A Admin Manager.
2. Click on the "Turn end users into administrator" button.
3. A popup screen will appear. Click on th e box next to those
usernames wham you wish to turn into administrator s.
4. Or, if you know the exact username , type it into the caption box
next to Filter , at the top of the page. Click on the box next to the
name.
5. Now click the Select button.
6. These users wll now appear on the Admin Manager page, which

indicate s that they are administrators.

Change end user account information when integrating from a single LDAP.
End users with a username and password in SysAidcan submit service requests.
The interface they interact with is the  End User Portal . Alternatively, they can
submit their requests via an email account. If you do not use single sign on, your
SysAid users canlogin to SysAid by employing the same username and password
they use to access the network. In order to change account information
imported from LDAP, for example, password or add a new user, you can change

this information in the Active Directory.

1. In SysAid go to Preferences A User Management A End User
Manager tag. Click on the Refresh from LDAP button .
2. Once you have refreshed from LDAP, perform a quick check of the

end user entry to ensure that the changes took effect.
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Change end user account information - when using two or more LDAPs or

when having moved to a new LDAP.

If you have moved from one LDAP to a new LDAP or havetwo or more LDAPS set
up (two or more domains), and after you have made changes in the Active
Directory, before pressing the Refresh from LDAP, you should delete all end

users in SysAid.

1. Goto Preferences A User Management A End User Manager.

2. Click Toggle All, and on the top menu bar click the Delete button
a

3. You can now click Refresh from LDAP.

4. You will have to create your administrators again if this action
does not follow a fresh installation of SysAid.

5. Users will login to SysAid using the following construction:

domain/username

SysAid Licenses

First, to verify that SysAid is successfuly integrated with your LDAP complaint
directory , count the amount of users in your directory . You can see your license
details under Preferences A About. Count also those users who appear in SysAid,
irrespective of the status (Disable). The bottom of the page will state how many
records you have. If these numbers are not the same, please contact llient

support.

SysAid counts the number of users imported from LDAP and reconciles this with
the number of licenses purchased. Following integration with LDAP, SysAid
duplicates the information in LDAP. SysAid keeps a list of users and their
information. To check username and passwords and to maintain information on

users, SysAid checks with your LDAP compliant directory.
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In SysAid you have the option to Disable E users so that your number users
will equal the total number of licenses you have bought. When you disable a
user, what in effect you do is make a note to SysAid not to take this user under
consideration while counting license numbers , and not to update this user's
information. The disabled user will still be listed under your user list but will

not be counted, and cannot login to SysAid.

Do not use the Delete options to disabl e users following LDAP integration. If
you delete an end users from SysAid, when you Refresh from LDAP, this user
will appear again, because SysAid does not have a way of differentiating
between new and deleted users. In other words, SysAid does not know f this
user was listed once and was once deleted and therefore should not be

imported again.

Therefore, it is preferable to mark to SysAid all those users that do not need
access to SysAid asdisabled. They will still show up under your end user list |,
yet, you make a note to SysAid to ignore the disabled users when counting

licenses.

If you do not ensure that numbers of licenses = end users plus administrators
and managers SysAid will automatically and randomly disable some accounts,

so that the quota o f licenses can accommodate the amount of users in SysAid.

Disable End Users

1. First view all end users imported into SysAid. Go to Preferences A
User Management A End User Manager.

2. Todisable an end user, click the check box next to the user name.
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3. In the top menu bar click the Disable button . The page will
refresh and in the column titled "Disabled”, Yes will now appear.

Even if you "Refresh from LDAP ", the disabled end users will remain so in

SysAid.

Support and upgrade information
Under Preference sA About you can see the statues of your SysAid maintenance
and verify it is still valid. You can also check the amount of licenses for your

assets, end users and administrators.

Check how many enabled users you have in SysAid.

This can be preformed after you have purchased a certain amount of licenses. In
order to perform a number check on the amount of active users you have in
SysAid, you should use the filter option. Once you have disabled end users, you

can check for the total amount of active users.

1. Go to Preferences A User Management A End User Manager. Click on

the Filter icon .

2. The Query Builder screen will open. In the Choose Element dropdown
box select Disabled. In the last box (the Yes/No drop down box) select No,
for a list of enabled end -users. For a list of disabled end users select Yes.

3. Finally click on the Create This Filter button.

4. The End User Manager page will appear and show the results of the
filter.

5. To print the results, right click on your mouse ; select Print from the

menu.

6. Click on the Filter icon again and then click the Reset Filter button.
If you do not reset the filter, the End User Manager page will permanently

retain the filter settings.
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7. To have both disabled and enabled end users in one file you can export

the results to Excel. Click on the Export to CSV icon. You will end up
with two Excel files, one with disabled users and one with enabled users.
For your convenience, you can cut data from one file and paste it into the

other for easy viewing.

Finally if you discover th at the number of users does not match the enabled
amount, check if any LDAP/AD accounts were locked in LDAP/AD, and may
prevent refreshing the user list from LDAP. After the procedure is done, check if

the users you have enabled can logn in to SysAid.

If you will have more users logging in to SysAid than the license agreement
allows, and require more licenses, please contact our sales department

sales@sysaid.com

Additional AD/LDAP Options
For further informatio n on Novell LDAP servers or Open LDAP, please contact us

for instructions: support@sysaid.com

The SysAid Audit log can be accessed from within SysAid interface. The SysAid
Audit Log allows you to filter informat ion, as well as perform a search. Also, the
user login failure information is recorded in the Audit log.

Go to Preferences A Event Log to see and search your information.

On top of the automatic events that are entered in the event log, whenever a
change is made in SysAid main settings by an administrator, SysAid requires a
note to be entered and records the date, the time and the user who performed
the changes in the event log. You may choose to enable or disable this feature

under Preferences A Account Defaults.
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19 Audit log

v65.01 Account cmdb User ariel f 8112 @

Preferences v 2 2 View: DEFAULT
My Settings Event Logs
User Management | Audit log
Sernvice Desk Settings
Filter: "Set'|
Remote Control Settings m—
AbcoUnHBETEE Records 1 - 10 of 373 REFELIN EETLIN 10f38 b b
e Module: B Sub module: ) Type: Sub type: Severity:
All v All v/ All v All v Al v|
Integration
End User Portal Timea Module Sub module Type Severity User Name Info
Asset Settings 9/30/09 12:41 PM Preferences SysAid Update Info oded.moshe Updating the tab of the Form -
Configuration ClEdit’$resource.qetString('CIEdit.details?)
CMDB Settings 9/30/0912:27 PM Preferences SysAid Update Info SysAid Account load - Create Cl Sub Types For Asset Types.
Configuration
Project Settings 9/30/09 12:25 PM Asset Discovery Info Snmp discovery Starting Discovery Server...
Management Service service - SysAid Server
Reminders 9/30/09 12:19 PM Preferences SysAid Update Info oded.moshe Updating the tab of the Form -
Configuration CIEditi§resource.qetStrina('CIEdit.details’)
Edit news 9/30/09 9:32 AM Preferences SysAid Update Info oded.moshe Updating dashboard view.
Configuration
9/30/09 9:31 AM Preferences SysAid Update Info oded.moshe Updating dashboard view.
" Configuration
9/30/09 9:31 AM Preferences SysAid Update Info oded.moshe Updating dashboard view.
Sub Types
Caonfiguration
A T 9/30/09 9:30 AM Preferences SysAid Update Info oded.moshe Configuring dashhoard.
o 1 | | Configuration
9/30/09 9:29 AM Preferences SysAid Update Info oded.moshe Configuring dashboard.
Problem Templates Configuration
9/30/09 7:38 AM Preferences SysAid Update Info oded.moshe Updating dashboard view.
Service Desk Notifications Configuration
Chat Settings
Downloads
About

You can manually add a custom event when needed. Click the New icon, and
use the form to manually update your system with events that are not
automatically monitored. Use the dropdown menu to select the severity of the
event- either information or an alert. In the text box, specify the details of the

event, and click the Save button. The event will be added to your event log.
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20 Add manual event

% Preferences V¥

My Settings New manual event

User Management Use this form in order to manually update your system with events

=N
that are not monitored automatically by the System.

Service Desk Settings
Remote Control Settings Sevirity Info ;:'
Account Defaults Info

Customize 6

Integration

End User Portal

Asset Settings

CMDB Settings

Project Seftings

Reminders

Edit news

EventLogs

Sub Types

i
i

Change Templates
Problem Templates
Service Desk Notifications
Chat Settings

Downloads

About

SysAd automatically creates an end user
When a user submits a service request from a computer which does not have a
user already registered with SysAid, SysAid can automatically add that person as

a new user.

1. Goto Preferences A End User Portal.

2. Inthe End User Portal Settings page you can enable the following box:

[CDJWhen a Service Request is submitted from an asset, automatically create a user account for the user

of this asset, if no such account already exists.

Now, an end user submitting a request from SysAid interface will be added as a

new user by SysAid.

This option is not applicable if you are using Active Directory or another LDAP

compliant software.
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Chapter 4 Help Desk - An Overview

4.1 The Help Desk Interface

The Service Request

A service request is a form that details the end user's request for s upport
from the IT Department. Often it describes a problem, for example, trouble
with hardware or the failure of a printer to  function. The main way an end user
can submit a service request to SysAid is via the end user interface. The end
user accesses this form by pressing the hot key (F11), he/she fills out the form
and then clicks the Submit button. The end user will then see the "Thank-you™"

page with the number of the service request he/she has submitted .

21 Submit Service Request Form - end user interface

v6.0.01 Account ermdb User:ariel i 81

Submit Service Request

Quick List Description:| Select Quick List v

Category: Please select a category. ¥|[Please select a sub-category. ¥|

Title:

Description:

Urgency: Low )

Asset: Not associated to asset ¥

Atachments: | } mj

™| M
"Submit |
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After the administrator logs into SysAid they can easily preview all service
requests that require a response by clicking on the Help Desk from the sidebar
menu. Alternatively, the administrator can also view only a selection of the

service requests list, by activating one of the six filter menus located above the

list (Status; Assigned to; Group; Category: Urgency and Priority) .

22 Service Request List

|
Service Desk ¥ [ +v

Service Desk - Records 1 - 10 of 45 et ELETLN 1015 b pf

Incidents Saarch & “
Change Requests SR Type: Status: Assigned to: Group: Category:
e All v Active v [an v All Groups v All Categories v
Senvice Request Actions - #v Alert Category C. Sub Title Description Status Request Assigned to Urgency Due D:
ategory user
Shilsessions 47 @ User Printer Printout doesnt Printout doesn't come out New oded.moshe oded.moshe High
Matrix = Workstation come out on printer on printer
48 L User PC Cantaccess a Not available New Christina oded.moshe
Phaone Call = Workstation netwark drive Aguilera
49 [ User Laptop Cantaccess the No internet New Christina oded.moshe
| Workstation |__internet from my Aguilera
Mew SR 54 User Laptop Cantaccess the No intemet Source oded.moshe oded.moshe
= Workstation |__internet from my ofthe
Hebis - 55 User PC Cantaccess a Not available Source oded.moshe oded.moshe
Workstation |__network drive ofthe
Search 56 User Printer Printout doesnt Printout doesnt come out Source oded.moshe oded.moshe
< i Workstation | __come out on printer on printer ofthe
Activities 77 NiA INiA Monitoring This is a monitoring auto New oded.moshe oded.moshe
Performance HD generated service
Knowledge Base | 18 — Servers Other Reset password in User either forgot New oded.moshe oded.moshe Very 3124109 11
LDAP password orwas hlocked High
Share and Compare 18 = Network Firewall Cantaccess a | am trying to access New oded.moshe oded.moshe Normal
Equipment wehpage - Firewall hittp:if
20 ‘) Network Firewall The internet seems Webh Pages are taking New Christina none Normal
Equipment 1o be extremely ages to load..... Aguilera

Click on any row entry to open and read a service request. As a result, the
General Details page (Figure 18) of that particular service request will be

displayed.
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IT's” That Simple

23 General Details o f a Service Request

Under the General Details page you can see the title and the body of the
Service Request, the dates of all correspondences relating to this request, its
category, priority, who it was sent to, the general details of the submit user,
and various other details. You can browse between the Service Requests in your
helpdesk list by clicking the Next/P revious arrows next to the title of the
current Service Request.

The General details form of a Service Request can be customized to include
more suitable fields. To learn how to customize a form in SysAid, look at

chapter 7 Advanced Configurations , under Customize the form in this guide.

You can edit the user to whom the request is assigned, by selecting the name of
the user form the dropdow n menu or the More popup Userslist. You can also
select the administrator group to whom the service request is assigned. When
you change the administrators group, SysAid will automatically show in the

Assigned to dropdown menu only administrators that bel ong to the new group
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