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iSupport Version 9.0 Service Management Edition 
delivers exciting new features to your service desk, 
beginning with an all-new identity.  iSupport 9.0 marks 
a rebranding effort and is the follow-up release to the 
wildly popular c.Support 8.0.  

“For a number of years we have owned the rights to
the iSupport.com domain,” comments Daren Nelson,
CEO of GWI Software. “We have always intended to
use the iSupport name as we believe it better describes
our products and their functionality. As with anything
this complicated, it simply takes time to work through
all of the legal and technical issues. With all of the new
functionality we are delivering in release 9.0 and the
award of the trademark by the USPTO, now is the right
time to rebrand the product. This rebranding does not 
signal any change in ownership, management, or oper-
ating philosophy.”

iSupport 9.0’s key new module is a Configuration Man-
agement Database used to track the assets, services, 
and other resources that are crucial to your organiza-
tion’s operation.  The key goal of iSupport’s CMDB is 
to help your company understand the relationships be-
tween these components and track their configuration.

Another fundamental enhancement in iSupport 9.0 is 
full cross-browser compatibility. iSupport 9.0 now sup-
ports IE 7 and 8, Firefox, Chrome, and Safari.

Another exciting enhancement allows the already 
powerful approval management engine to graphically 
display approvers and status of approvals in the pro-
cess, as well as a new ability for users to initiate an ad 
hoc approval cycle and modify approvers.

iSupport 9.0 now also enables you to create and man-
age service contracts for your customers.

iSupport  9.0 -  Overview

iSupport 9.0’s New Configuration Management Database Functionality



iSupport  9.0 -  Incident Management

Service desks are the main contact point for communi-
cations to the IT department. This front line is responsi-
ble for restoring services to a normal status in the quick-
est and most thorough manner possible. Providing the 
service desk with a tool to track and automate this first 
contact is critical; by properly recording the information, 
the status is clear to anyone at any point during the life 
of the issue. iSupport’s Incident Management functional-
ity can assist in issue tracking and accomplishing quick 
restoration of service with the following:

• Incident creation from email, direct entry,  
  scheduling, or self-help End User Desktop
• Customer information fields
• Description and resolution fields
• Custom fields

• Related incidents, assets, problems, changes
• Categories
• Scripts
• Scheduling
• Auto-fill, auto-close, and hierarchical templates
• Approval cycles (graphical, ad hoc)
• Routing based on location, skill, name, and group
• Configurable status fields
• Escalation
• Service contracts
• Access to knowledge base
• Approval, audit, correspondence, customer, SLA,  
  and work histories
• Fully configurable threshold alerts and notifications
• Configurable display on the iSupport End User  
  Desktop



After a customer’s issue is taken care of, the cause of 
the issue may remain - at this point we create a Prob-
lem record. It tracks the process of troubleshooting the 
underlying issue until a resolution is discovered. Rather 
than update the work on every affected incident, the 
incidents are linked to one Problem record and when 
the problem is resolved, all of the associated incidents 
are also resolved.

iSupport’s Problem Management functionality includes 
the following for tracking problems:

• Problem record creation from the Incident screen  
  and iSupport Desktop
• Related assets, incidents, changes - automatic  
  closure of related incidents

• Categories - alerts in Incident screen if open Problem  
  exists with same categorization
• Configurable status levels
• Routing
• Known error designation - known errors can be  
  published on the iSupport Desktop and End User  
  Desktop
• Correspondence
• Audit, correspondence, and work history fields
• Fully configurable threshold alerts and notifications
• Permission functionality for controlling Problem- 
  related activities
• Predefined views; custom reports can be  
  created using iSupport’s SQL reporting feature

iSupport  9.0 -  Problem Management



iSupport  9.0 -  Change Management

Change Management ensures that standard methods 
and procedures are used to handle activities involv-
ing services and assets. By adding change manage-
ment as a tool for the service desk, calls as simple as 
a request for additional access to those requiring an 
entire department to be moved can be tracked from 
start to finish. Frequent requests with similar content 
can be automated for efficient resolution, and approv-
als and notifications ensure communication between all 
involved, as well as an audit trail for any documentation 
requirements. iSupport’s Change Management function-
ality includes the following for tracking requests related 
to services and assets:

• Change record creation from Incident screen, Problem  
  screen, iSupport Desktop, End User Desktop

• Change type - standard (preauthorized), normal, or  
  emergency
• Templates - can be defined in hierarchies
• Configurable status
• Routing
• Escalation
• Audit, work, correspondence, SLA, approval history  
  fields
• Permission functionality for controlling Change-related  
  activities
• Fully configurable threshold alerts and notifications
• Ad hoc and SLA-required approvals
• Creation of related Change records in a hierarchy  
  structure
• Predefined views; custom reports can be created  
  using iSupport’s SQL reporting feature



iSupport  9.0 -  Conf igurat ion Management Database

A configuration management database (CMDB) is a 
repository of information related to all the components 
of an information system.  In the ITIL context, a CMDB 
represents the authorized configuration of the signifi-
cant components in an IT environment.  

iSupport’s CMDB is used to track the assets, services, 
and other resources that are crucial to your organiza-
tion’s operation.  The key goal of iSupport’s CMDB is 
to help your company understand the relationships be-
tween these components and track their configuration.

These items and their relationships are graphically 
displayed so you can immediately answer questions 
about events - planned or unplanned - that may impact 
aspects of your company’s IT operations.

Some of these questions might be:

•  Is this item currently operating?
•  What other items are dependent on this item?
•  What is this item’s critical hours/schedule of  
   operation?
•  Is there a backup and/or reroute plan for taking  
   this item down? 
•  Who is the approver or primary person to notify  
   regarding the item status (or proposed status)?
•  What other users will be affected?
•  Who else needs to be notified of the work to be  
   done and its scheduled timeframe?



iSupport  9.0 -  Asset Management

Making informed decisions about future purchases can 
greatly assist your organization in running a smooth 
IT center. Do you purchase new hardware or pay for 
maintenance on existing equipment? Does the cost of 
upgrading an application outweigh the cost of downtime 
when the older version fails? Any asset or service that is 
supported by the IT center should be documented and 
its history tracked. This will assist in answering those 
important questions that will impact the future of the 
service desk. iSupport’s Asset functionality includes the 
following for tracking assets and services:

• Descriptive fields such as model, location,  
  manufacturer, etc.
• Custom fields

• Asset owners
• Groups and types for establishing asset  
  relationships and access
• Dynamic and scheduled scanning with baselines  
  and comparisons
• Attached files
• Audit history
• Software license tracking
• Predefined views; custom reports can be created  
  using iSupport’s SQL reporting feature
• WMI and SNMP scanning methods

This functionality is integrated with iSupport’s incident, 
problem, change, and purchase features for status vis-
ibility between all affected departments.



No amount of issue, problem, and change tracking will 
provide great customer service if there is no account-
ability. By having an agreed upon level of service, ex-
pectations are set, metrics are measurable, and alerts 
can be enabled to help meet service goals. Anyone can 
have good customer service; the defining difference is 
to provide great customer service. Clear, consistent, 
automated, and timely communication with everyone 
involved will assist you in achieving that difference. 
In iSupport, you can set up service level agreements 
(SLAs) based on:

• Increasing priority levels. If an incident or change  
  remains at a certain priority level without closure for  
  a period of time longer than a specified time limit, it  
  escalates to the next (higher) priority level.

• Reassignment using either skill based routing or  
  group based routing. If the original assignee does not  
  close an incident or change within a defined period of  
  time, it will be automatically reassigned, based upon  
  current workload, to a support representative with skill  
  associated with the incident categories or a support  
  representative in a group.

Notifications can be configured to be sent for all inci-
dent and change activities. Warning notifications can 
be configured to be sent before an incident or change 
escalates or exceeds a closure SLA limit. Notifications 
include incident details and a link to the incident or 
change, and you can customize notification text. Cus-
tom service level agreement settings can be configured 
and associated with customers, categories, companies, 
or templates. 

iSupport  9.0 -  Service Level  Management



iSupport 9.0 now includes Service Catalog functional-
ity, enabling customers to request services, products, 
policies/procedures, etc. utilizing Change and Purchase 
templates. 

Users can create a service catalog using a multi-level 
list of entries; each entry will include a name, configura-
tion item, Purchase Request or Change template, and 
header, footer, and image for the page presented to the 
customer.

A Purchase Request or Change record can be cre-
ated after a service catalog request is submitted by a 

customer, and the configuration item specified for the 
service catalog entry will be associated with it. 

Trigger approvals by associating an approval cycle with 
the Purchase Request or Change template on a service 
catalog entry, and initiate ad hoc approvals on a Pur-
chase Request or Change record created from a service 
catalog entry.

Users can also restrict access to service catalog entries 
using Group Access functionality. 

iSupport  9.0 -  Service Catalog



iSupport  9.0 -  Workf low Management

Although service centers are similar at their core func-
tion, every organization has some level of uniqueness in 
its practice and methodologies. Workflow Management 
empowers a company to achieve an improved level of 
efficiency with better process control, greater account-
ability, advanced automation and streamlined customer 
service.

iSupport uses a robust workflow template function to 
allow users to track related issues and requests. These 
workflow templates often contain dependencies, or par-
ent/child relationships. They can be as simple or com-
plex as your needs dictate.

• Coordinate support activities that involve many steps,  
  people, and departments.
• Prebuild and re-use templates to standardize repetitive  
  projects.
• Create and use new workflows at any time.
• Implement dependent and parallel tasks to optimize  
  the timing of each step and effort.



iSupport  9.0 -  End User Sel f  Support

Create one or many End User Desktops and enable 
customers or distinct customer groups to view unique 
FAQs, search knowledge bases, submit and view inci-
dents and changes, view problems, view informational 
headlines, and access web-based content to reduce 
the number of calls into the help desk.

Set up multiple interfaces to target different customer 
groups or create one interface and let iSupport dynami-
cally control the information shown. Users can config-
ure feature links and incident fields, create unique and 
specific branding imagery, and require customers to log 
in.



iSupport  9.0 -  Ad-Hoc Report ing

Ad-Hoc Reports via SQL Reporting Services
Microsoft SQL Server Reporting Services (SSRS) 
works in conjunction with iSupport’s data models to 
enable users to create very powerful, highly-filterable 
reports with little effort. These accurate, timely reports 
can be created, dispersed, and automated quickly and 
efficiently. SSRS reports can be set to refresh at the 
user’s discretion, and provide instant visibility when ac-
cessed via the iSupport Desktop.

Standard Views
iSupport currently ships with a number of preformatted 
views that enable users to quickly see information that 

meets basic sets of criteria. Examples: “All Incidents by 
Date Created” or “All Products by Asset Type.” Users 
can place more frequently used views into a “favorites 
view” list to enable quicker access to common usage 
views.

View Designer
The new View Designer enables users to completely 
tailor what information they want to see.  Pull data from 
practically any record in the system, apply filters and 
sorting selections, and order/display columns to indi-
vidual requirements. 



iSupport  9.0 -  Knowledge Management

Integrating a knowledge management process into your 
service activities enables you to identify, create, and 
distribute knowledge throughout your organization thus 
creating improved performance, competitive advantage, 
innovation, and the general development of collabora-
tive practices.

iSupport’s Knowledge Management functionality 
includes the following for the transfer of knowledge 
throughout your service desk:

• Capture knowledge from resolved incidents and  
  problems.

• Implement an approval workflow to ensure 
  accurate and complete knowledge entries.
• Make expert knowledge available to front 
  line support staff.
• Allow end users to search for solutions.
• Enable users to rank knowledge entries on useful- 
  ness. When future searches are performed, the  
  results of the ranking will be used to order the  
  returned entries.
• Integrate knowledge entries into the ticketing process  
  to help reduce ticket count.
• Access and integrate optional standardized 
  PC support content by subscription.



iSupport  9.0 -  Purchase and Bi l l ing

Comprehensive purchasing functionality enables iSup-
port users to manage the complete lifecycle of the 
IT service process, and track all aspects of a project 
from start to finish.  Request and track products and 
services, and associate those requests with Incident, 
Problem, Change, and Asset records.  

iSupport’s Purchasing functionality includes the follow-
ing for the tracking of your IT purchases throughout 
your service desk:

• Tie purchase requests to Incident, Problem, Change,  
  and Asset records.
• Record and charge back time worked against  
  purchase requests and billing of time and materials.
• Control purchase request functionality through support  
  representative permissions.
• Create asset records from purchase requests once  
  items have been received.
• Create and leverage templates for frequent purchase  
  requests.



iSupport  9.0 -  Service Contracts

iSupport 9.0 now enables you to create and manage
service contracts for your customers. You can track
and restrict incidents and changes for customers,
companies, and/or assets.

Set up contracts based on work item count (a specified
number of incidents and/or changes), hourly count
(a specified number of hours), duration (time frame in
days), or both (limiting the number of incidents and/or
changes within a specified daily time frame).

You can benefit from these features by:

* Setting up unique levels of service for different
  customers.
* Establishing customer expectations.
* Optimizing planned work levels.
* Increasing accuracy in customer billing.
* Saving time with service contract templates.



iSupport  9.0 -  Mobi le Microbrowser Desktop

Technicians need the flexibility to provide support from 
any location.  It has never been easier to empower your 
technicians to provide support from wherever they are 
through their handheld device.

iSupport’s Mobile Desktop functionality includes the fol-
lowing for the managing of incidents via a handheld:

• Enable technicians to access records via an iPhone®,  
  Blackberry®, or other handheld device.
• Allow technicians to create, view, edit, close, and  
  route Incident records.

• Allow technicians to view Customer Profile and  
  Company records.
• Access via any HTML-compatible browser.
• Empower technicians to provide support from remote  
  locations.
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