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About this Guide

This manual is provided for informational purposes only. Mproof makes no representations or warranties with
respect to the contents of this manual and specifically disclaims any and all implied warranties including, but
not limited to, merchantability and fithess for any particular purpose.

This manual is subject to change without notice. The contents of this manual are believed to be current and
accurate as of its date of publication. Changes to this manual between reprinting and other important
information about the software products are made or published in release notes and you are urged to obtain
the current release notes for the software product.

We welcome user comments and reserve the right to revise this publication and/or make improvements or
changes to the products or programs described in this publication at any time, without notice.

Disclaimer 2014

© Copyright 2014 Mproof Investments BV. Clientele ITSM is a registered trademark of Mproof Investments
B.V. All other trademarks are the property of their respective owners and are acknowledged.

Published in the Netherlands. No part of this publication may be reproduced in any form without the prior
written consent of Mproof.
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1 Introducing Clientele ITSM version 2014.2

1.1 Introduction

For more than 15 years, Mproof customers have come to expect valuable enhancements to the
product suites on a regular basis. Release 2014.2 is no exception, delivering new features that
offer more configurability and functional capabilities for your business. Clientele ITSM 2014.2

reflects our fundamental philosophy as a software provider by:

placing customers at the centre of everything we do

developing and delivering world-class software to help our customers achieve operational
excellence

provide innovative technologies that empower our customers to become market leaders
surrounding our customers with resources and self-service tools to provide world-class
customer service and satisfaction

delivering single point accountability in everything we do

1.2 What is inside

This guide covers the features, functionality and technology introduced with Clientele ITSM 2014.2.
It also provides information on professional services, product support, education and other
important topics related to this release. Please note that all information in this document is subject

to change without notice.
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1.3 ITSM 2014.2 key objectives

At Mproof, we are committed to responding to our customers by enhancing and expanding product
functionality, investing in new technologies, and providing overall value with our products. In
keeping with this on-going effort, we established a list of objectives for the 2014.2 release of
Clientele ITSM. Here are the objectives and how we have accomplished them:

The ability to track changes
made on detail forms.

Audit functionality has been implemented in Clientele ITSM
2014.2. When properly configured you will be able to track
changes on the various modules within ITSM.

More flexibility and more
functionality in the existing
usage and planning of
appointments and tasks.

In order to make more effective use of the planboard, a user
is now able to copy and split tasks and appointments. Also
the ability to add products and or items to a task will help
users working with activity to get insight in materials and time
used.

Deliver customer requested
enhancements

Version 2014.2 incorporates the results of customer software
change requests (SCR) and reflects real-world feedback on
proposed functionality.

Upgrade from 2013.1, 2013.2
and 2014.1

Version 2014.2 provides upgrade tools from version 2013.1,
2013.2 and 2014.1.
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2 ITSM 2014.2 new features:

2.1 Auditing Module

Even though you were able to track history on specific fields within ITSM, there was a need to
expand this functionality for administrators. In ITSM 2014.2, it is now possible to track more fields
than ever before. Using the audit log functionality will help you to see who changed a record, when
it was changed, what the previous value was and what the new value is.

2.1.1 Auditlog

The audit log can be accessed through the menu (Manage> Log> Audit Log Data). You will be
able to look for specific changes on records you were tracking or for example, look for records
which were changed during a specific time period.

2.1.2 Related audit log

From detail forms, you will have the ability to see the related log data by clicking the right mouse
button on the form and selecting the related audit log. This will open a find form which will be
limited to the current detail form. This will make navigating to the desired audit log information a lot
easier. See screenshot below.

 Find: AuditLog Data o B =
Criteria Filter: None - | b B & %
Criteria H
Primary reference: Secondary reference:
From: [~ Until: [+
Action: Field caption:
displayed, sorted by Change Date (desc), Field Alias (desc), Evi
Change Date Changed By Event Table Form Field Alias Primary Reference Previous DisplayValue | Current Display Value | Action -
b |25-9-2014 20: 14 from the Fields, Isaac  SupportCallUpdated supportCall supportCallDetailFom  User 41 Demo, User Updated
25-3-2014 20:14 from the Fields, Isaac  SupportCallUpdated supportCall supportCallDetailForm  Due Date Status 41 solved Closed Updated |z
25-3-2014 20:14 fromthe Fields, Isasc  SupportCallUpdated  SupportCall SupportCaliDetailFom  SLA 41 2 (3 - Medium) Updated
25-3-2014 20:14 fromthe Fields, Isaac  SupportCallUpdated  SupportCall SupportCallDetailFom  Service Agreement 41 2 Updated |
25-3-2014 20:14 fromthe Fields, Isaac  SupportCallUpdated  SupportCall SupportCaliDetailFom  Assignment Date 41 5-3-2008 16:20:57 25-9-201420:14:08  Updated
25-9-2014 20:12 fromthe Fields, Isaac  SupportCallUpdated  SupportCall SupportCaliDetailFom  User 37 Demo, User Updated
25-9-2014 20:12 fromthe Fields, Isaac  SupportCallUpdated  SupportCall SupportCaliDetailFom  Summary 37 Dead pixelsin monitor Hammer crushed the sc Updated
25-3-2014 20:12 from the Fields, Isaac  SupportCallUpdated  SupportCall SupportCallDetailFom  SLA 37 2 (3 - Medium) 2 (1- Critical) Updated
25-9-2014 20:12 from the Fields, Isaac  SupportCallUpdated  SupportCallProdud  SupportCallDetailFom  Serial Number 37 DT34958738 Updated
25-9-2014 20:12 from the Fields, Isaac  SupportCallUpdated  SupportCall supportCallDetailFom  Priority 37 3 - Medium 1- Critical Updated
25-3-2014 20:12 from the Fields, Isaac  SupportCallUpdated supportCallProdud: supportCallDetailForm  Item 37 OptiplexDesktop Updated
25-3-2014 20:12 from the Fields, Isaac  SupportCallUpdated supportCall supportCallDetailForm  Urgency 37 2 - Medium 1- High Updated
25-3-2014 20:12 from the Fields, Isaac  SupportCallUpdated supportCall supportCallDetailForm  Status 37 Solved In Process Updated
aC n nneaan.an Femmmtbn Cinlde Tomee  C. Mt At Coommmtr Mo At Coommm e WA b . Pl At 23 an Him A oz
O I ] D
[ Export ]
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2.1.3 Configuring the audit log

The most used forms in Clientele ITSM have already been added in the audit log configuration,
however, will be inactive. You can activate them by simply going into the “audit log configuration”
under the admin menu. See the help for a complete walkthrough on how to configure the Audit log.
Take into account that auditing will take a lot of database space to record every change on a
record. For instance, when you track the priority field in a support call and the priority is changed
five times, it will add five records. You will have the ability to delete log data from the audit log
when the log is taking up too much space by pressing the Clear Log button. See screenshot below.

</ Audit Log Explorer = B =
% Actions ~ Server Event Settings
- Audit Logs Module: + Product

g :;:::utes Form: «| productDetailForm

&/ Product
% CMDBRelationshipDetailf
i ProductlUsageDetailForn| | 6 Record(s) displayed

Server Event Settings

i Module | Form Ewent | Active | System |
E“? SuppartCall ) » |Product ProductDetailFom ProductUpdated I I
i t SupportCalDetaiform _Product ProductDetailFom ProductWorking TimeCal I_ |
B Product ProductDetailFom ProductDeleted l_ |_
B Product ProductDetailFom ProductPartyRelationDe l_ I_
: Product ProductDetailFom ProductWorking TimeCal - I
N Product ProductDetailFom ProductPartyRelationUp - |
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2.2 Activity enhancements

In ITSM 2014.2, the goal was to add more functionality to the activity module for our customers.
We wanted to make it easier for our customers to record materials and time spent on an activity.
Also to enhance the planning experience in the planboard, we added the ability to copy and split
tasks and appointments.

2.2.1 Copy tasks and appointments
You are able to copy a task or appointment in various ways.
e Using the shortcuts CTRL+C to copy and CTRL+V to paste.
¢ Right mouse and hold the task or appointment on the planboard and drag it to a new
desired location. Release the right mouse button and you will have the option to copy or
move it.
e Holding the CTRL key and dragging the task or appointment to a new location. On release,
it will be copied automatically.

You are also allowed to copy a task or appointment from Person A to Person B on the planboard.

2.2.2 Split tasks and appointments

When a user is planning a tasks and/or appointments, he will have to ability to split a task or
appointment into smaller plannable tasks or appointments. Take into account that only tasks and
appointments which have not yet been planned can be split into smaller parts. You can split a task
or appointment by going to the related planboard. Now you can press the right mouse button on
the activity or appointment to be planned and select split or press the button on the bottom right. A
new window will open up where you can set the “size” of the new tasks or appointments. After this,
you can plan the newly created tasks and appointments to the desired location on the planboard.
See screenshot below for Split detail form.

" split Activity = ==

Detailz

Subject: Testnew Flatscreens

Location:
Owner: from the Fields, Isaac Owner type: | Application User
Type: | Standard Task Priority:
Status: | Unplanned Related call: 37
Duration: |0,5 days Split duration:« EYTENE -

| Cancel | | Split
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2.2.3 New Material tab

In the materials tab, you will be able to select products and items you wish to add to that activity.
You can add the same item multiple times, however, you are only allowed to add a specific product
once. When you add an item or product, you can open the details of the listed item or product and
change values for this specific item or product. Depending on the settings of the item, you will be
allowed to change the description, value or unit of measure for example. Note that this is not saved
to the actual product or item but is only saved for this particular relation with this activity. You can
enable the material tab by going to the related module option called

“ActivityMaterial TabPageAvailableForActivity Type”.

See screenshot below for the Material Tab example.

[x) Task 26 - Iko van der Velden Demo Company Organization = [E &2
Task Details
Subject:* Check Server Backup tapes|
Owner:* from the Fields, Isaac Dwnertype:-[,gmﬁ@ﬁon User v]
Tvpe:'lsmdard Task v] Priority: -
5tatus:'[Planned *] Related call:
Closedby: [ | Enfarce template
on: [¥] Visible to custamer
|| Required

| &) schedule | Material | History | S attributes |

Add Date | Change Date | Name | Description | tem Category |
25-9-2014 20:29 25-9-2014 20:30 Week 2 Backup tape Take this tape out Hardware
> 259201420:30  Week3backuptape  Cleanthetapedrivewhendone  Hardware
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2.2.4 Actual Time overhaul

In order to be able to be more specific with the actual time used to complete a task or appointment,
a new section has been created in the planning tab. Here you will be able to set the actual time it
took to complete the task or appointment. You are also able to enter a different start and end date
than initially planned. To smoothen the process, we added a button which enables the user to
easily copy data from the planned date to the actual time spent.

See screenshot below.

[z) Task 26 - Tko van der Velden Demo Company Organization o = ER
Task Details

Subject:* Check Server Backups
Owner:* from the Fields, Isaac Owner type:o[w‘zﬁm User v]
Typ e:'[Standard Task - ] Priority: -
Status:'[Planned '] Related call:

Closedby: || Enforce template
on: [#] Visibleto customer
|| Required

@) schedule |Material [ History | § Attributes |

Scheduled Time Actual Time
Duration:* 1 hour hd Duration:+ 0 minutes -
Start date: 09/26/2014 +| 0s:00 Start time: | [=] po:00 =

G| e

Due date: 09/25/2014 :l 10:00

End time: | [=] po:00 4

Recurrence
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2.3 Customer Requests
In ITSM 2014.2 we added functionality requested by customers.

2.3.1 Product find form enhancements
When trying to edit relations or add relations in a product, it was very cumbersome to find related
products because of missing fields in the grid. This made it very hard to find the correct product.
We added columns in the various product find forms to make it more consistent.
e Added Description in product find form
e Added Computer name in Related products find form
e Added Item category, Description and Computer name on the Existing relationships Tab
on the Product detail form
e Added Description in Product Details -> Add new Relationship -> Find related product find
form

2.3.2 Support call import based on templates
It is now possible to map a specific support call template in the support call import manager.

2.3.3 Tooltips in value lists

Throughout Clientele ITSM, value lists are used, for example, for priority urgency and impact. Even
though you were able to provide the urgency with a description it was almost impossible to see this
description for the end user. Therefore we added the ability to enable hovering texts for value lists.
This will show the actual description of the related selected value. An administrator can enable or
disable this functionality. When the administrator enables it, the user also has the ability to enable
it for himself or to disable it.

See screenshot below for an example of the tooltip.

Urgency: -
Impact: - H
Priority: NSO [~
M 1 - Critical S
Agreement no.: 2 -High II

SLA priority: I BEWARE - By selecting this priority you will have to inform the engineer immeditaly. h
- L]
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2.3.4 AFAS Profit Integration

2014.2 features a new import type created to connect to an AFAS profit environment. You can
configure the new type by adding a new import manager and selecting the AFAS Profit Import
type. See the example below for the configuration of an AFAS Profit connection.

4% Import Task Detail = B R

Impart Task

Mame:* AFAS Impart
Description: [mports data from AFAS Online
Typem=|Afas Profit Import
Execute at client
Remove related results

Remove after: 14  days

| 4 E-mail Notification |; ., Source Cornection || 85 import Task Items | 4% Related Log Entries
Afas Profit

Http Authentication

Profit user:
Profit password:
Profit environment:

GetConnector url:

Http user:
Http password:
Http domain:

AfasAdministrator

FRERRRRRRRRRRRRRN
AB5511AA
https://profitweb, afasonline.nlfprofitservices fgetconnector, asmx

AfasAdministrator
SRERERRERRREREERS

ACL

Run now [ Ok ] [

cancel ||

Apply

2.3.5 Personalized SQL data sources for Dashboards

The SQL Tab allows you to enter a SQL selection query to retrieve data from the selected data
source. The custom tag {ApplicationUserID} can be used in the WHERE clause of the SQL
SELECT statement. When the query runs, it will replace the tag with the Application user ID of the
currently logged in user which results in limiting the results.
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3 Additional information

3.1 Compatibility
The Clientele products are compatible with:

Microsoft Windows 7 1

Microsoft Windows 8 1

Microsoft Windows Server 2008 *
Microsoft Windows Server 2008R2
Microsoft Windows Server 2012
Microsoft Office 2007

Microsoft Office 2010 *

Microsoft Office 2013 1

Microsoft Exchange 2010

Microsoft Exchange 2013

Microsoft SharePoint Foundation 2010
Microsoft Office SharePoint Server 2010
Microsoft SharePoint Foundation 2013
Microsoft Office SharePoint Server 2013
Microsoft SQL Server 2008 *

Microsoft SQL Server 2008R2 !
Microsoft SQL Server 2012 1

Microsoft Visual Studio 2012

1. Both x86 (32 bit) and x64 (64 bit)

For more information regarding minimum service pack levels, please read the system requirement
section of the installation guides.

3.2 Languages
Clientele ITSM 2014.2 and Clientele Portal 2014.2 are currently available or planned for availability

in: English US, English UK, Dutch, German, French, Spanish, Chinese Simplified and Chinese
Traditional.

3.3 Upgrades

The upgrade paths supported for this release are from versions 2013.1, 2013.2 and 2014.1. If you
require an upgrade from a version prior to ITSM 2013.1, please contact your local reseller so he
can advise your company on how to plan the upgrade.
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4.0 Product Distribution

Clientele ITSM 2014.2

Clientele ITSM Portal 2014.2
Clientele ITSM Mobile 2014.2
Clientele ITSM Performance 2014.2

These products are released as General Available, September 26 2014

About Mproof:

For over 15 years, Mproof has provided service management software and services to support
service organizations delivering internal as well as external services. The Clientele Software
Management platform, is aimed at the Microsoft platform, and is ITIL certified (PinkVERIFY ™).
The software, available in multiple language versions, is distributed from their headquarters in
Wassenaar, Netherlands, through an international network of partners taking care of the
marketing, implementation and support. Mproof also offers out of the box implementation for ITSM,
FM, Shared Services, Managed Services and self service. Services aimed at the use of the
Clientele software, as well as process consultancy, advice, training and gaming are also offered.
Mproof is Microsoft a Gold Independent Software Vendor. Find more information at:
www.mproof.nl, www.mproof.com and www.clientele-itsm.com.
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