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User Guides

Reqister Incident

[

Patrik Sundgvist

Q Search

Incidents

All Open Incidents ECL
My Incidents 8 >
All Incidents LELAN 2

Service Requests

Assigned To Me 1y

Manual Activities

Activities Assigned to Me o >
Review Activities
Activities Assigned to Me o>

In the Home page or any List view click the
*icon in the lower left corner

Patrik Sundqvist
Q Search
Incidents
All Open Incidents EL 2
My Incidents 8 >
All Incidents LELAN

Service Requests

Assigned To Me 1>

Manual Activities

Activities Assigned to Me o >

Review Activities

Activities Assigned to Me o >

New

Incident \ >

Close

Click Incident




<{ Select Template

Default Incident Template

Generic Incident Request

Generic Incident Reguest

Hardware |ssue Incident Template
High Priority Incident Template
Incident partal template
Networking Issue Incident Template
Printing Issue Incident Template

Software Issue Incident Template

Choose a Template

Canoel IR849 Save

") IR849

Status New

Resolve by

First response date

Crested by

Affected user Johan Karlsson (JOKA) D
Contact method SEG-NEED HELP 3
Title Cannot boct laptop
Description The computer refusestobo. P
Classification Hardware Problems 9
Source Phone )
Impact Medium P
Urgency Medium 3

Fill in the desired information and click
Save

New Incident has been created




Reassign Incident/Service Request

O Open the Incident/Service Request that should be reassigned

[

< IR849

Johan Karlsson - fre 26 augusti 2016

Cannot boot laptop

Click the Action icon in the lower right
corner

puter refuses to boot. Even pulled the plug with no

Assigned to:

fre 26 augusti 2016

Patrik Sundgvist 11:00

Created

[ ] Details

< IR849

Johan Karlsson - fre 26 augusti 2016

Cannot boot laptop

Click Assign to analyst in the menu

Navigation

Home >
Tasks

Refresh >
Resolve >
Change Incident Status >
Assign to analyst — >
Assign to Me >
Escalate or Transfer >
Set first response or comment >

Close




Q Rogel]

Scope users by global operators group

Search

Roger Andersson (roan)
Roger Jernby (roje)

Roger Dent (rode)

Type a search string and click € then
select the user that you want to assign the
Incident to in the list

Incident has been reassigned




Add Comment to Incident/Service Request

O Open the Incident/Service Request that you want to add a comment to

[

< IR849

Johan Karissn - fre 26 augusti 2016

Cannot boot laptop

Click the Comment icon in the lower left
corner

The computer refuses to boot. Even pulled the plug with na

gned to: Roger Dent

fre 26 augusti 2016

Patrik Sundgvist 1103

Incident assignment changed from to Roger Dent.

Patrik Sundquist 11:00

Created

Type a comment and click OK to submit

| need some additional information about the make
and model of the laptop.

eatrie

Private

D Comment has been added




Resolve Incident

O Open the Incident that you want to resolve

< 845 Click the Action icon in the lower right

Johan Karisson - fre 26 augusti 2016 corner
Cannot boot laptop

The computer refuses to boot. Even pulled the plug with no

Assigned to: Roger Dent

fre 26 augusti 2016

Patrik Sundgvist 1106

| need some additional information about the make and model of
the laptop.

/Patrik

Patrik Sundgvist 1103

Incident assignment changed from to Roger Dent.

Patrik Sundgvist 11:00
Created
[ ] Overview Details

¢ 2 Click Resolve in the menu

Johan Karlsson - fre 26 augusti 2016

Cannot boot laptop

Navigation

Home >
Tasks
Refresh >
>
Resolve _ >
Change Incident Status >
Assign to analyst >
Assign to Me >
Escalate or Transfer >
Set first response or comment >

Close




Select a Resolution Category from the list
and type a resolution comment

Resolution Category
Fixed by analyst (V]

Replaced aptep\

p
oK “

Then click OK

Incident has been resolved




Approve Review Activities

O

Open the Review Activity you want to approve

[

< RA853

fre 26 augusti 2016

Approve Request for new Hardware

Click the Action icon in the lower right
corner

Review the request for new hardware and decide if the request is
legit based on justification,

Once completed the reguesting user will be notified about the
approval and estimated delivery time

Details

< RAB53

fre 26 augusti 2016

Approve Request for new Hardware

Click Approve/Reject in the menu

Review the request for new hardware and decide if the request is
legit kased on justfication

Once completed the reguesting user will be notified about the
approval and estimated delivery time

Navigation

Home >
Tasks

Refresh >

MApprove/Reject h >

Close

10



PRI Select you as the approver in the list and

write an approval comment

Reviewers

Patrik Sundqvist (pa. Not Yet Voted >

Sure, you can have a new laptop since you've
had the old one for more than three years|

Then click Approve

P

Review Activity has been approved




Complete Manual Activities

O Open the Manual Activity that you want to mark as completed

]

fre 26 augusti 2016

Deliver new hardware

Activity Implementer. Patrik Sundavist

Review the request for information about requested hardware
and then deliver the request hardware to the rg

Click the Action icon in the lower right
corner

< MAB54

fre 26 augusti 2016

Deliver new hardware

w th
and then

Navigation

Refresh

Mark as completed h >

Mark as failed

Click Mark as completed in the menu

12



< Mark as completed

Hardware dell';ersd“

oK

P

Type a completion comment and click OK

Manual Activity has been marked as completed

13



Configuring Views

Available Views
When installed, MobileFront for Service Manager is configured to show the following

views:

Incidents - My Incidents®

Service Requests - Assigned To Me®
Review Activities - Activities Assigned To Me
Manual Activities - Activities Assigned To Me

" Custom views are deployed as part of the MobileFront installation

Configuration

Configuring views is done through MobileFront Settings in the Service Manager Console.

[

Start the Service Manager Console

[

< || Administration
; Library
E] Work Items

u Configuration Items

In the Service Manager Console click
Administration

Administration <

4 | Ff; Administration
@ Announcements
£+ Connectors
%] Deleted ltems
= Management Packs
Motifications
&3 Security
= Service Level Management
/7] Seftings
2] Workflows

Click Settings

14



[ Settings 12

Filter

Name

B Activity Settings

% Change Request Settings

i1 Data Retention Settings

& Gridpro MobileFront Settings
&b Gridpro PowerAssign Settings
&b Gridpro WebFront Settings
Th Incident Settings

] Knowledge Managsment Settings
% Problem Settings

% Release Management Settings
% Service Request Seftings

Double-click Gridpro MobileFront Settings

~ General

Unread Status

The statuses below define which items should be counted as unread in MobileFront

Manual Activity ‘

Review Activity ‘

Incident [

Service Request ‘

~Views

Enabled Views

» [ Incident Management

4 Manual Activities

4 Review Activities

» Service Request Fulfillment

Click Views in the
left navigation tab

15



General

:

~ Views

Incident Management
[ All Open Desired Configuration Management Incidents
[ All Open Incidents

Incident

rvice Level Warning ™
[ Escalated Incidents
[[] Al Open Parent Incidents
Assigned To Me *
[ All Open E-Mail Incidents
[ My Incidents
[ All Open Incidents Extended
Incidents with Service Level Breached *
[] Al Open Ope
[T All Open Portal Incidents

ons Manager Incidents

[ All Incidents

[] Pending Incidents

*Not supported. Both affected and assigned user calumns needs to be part of the view

For the different Work Item types, the views need to contatin the following

columns:
e Incidents: Affected User and Assigned User
e Service Request: Affected User and Assigned User
e Review Activities: No requirements
e Manual Activities: Assigned User (Activity Implementer)

Select the Views that
should be accessible in
MobileFront by checking
them in the list of views

IMPORTANT: For a view to
be used in MobileFront,
there are a some
requirements on the views.
These are dependent upon
the Work ltem type and
gurantees that views are
displayed in a correct way.

Click OK

The changes will take effect as soon as a user signs in again, or manually refreshes

the content
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Status Counters

Patrik Sundgvist

Q Sea
Incidents

All Open Incidents ECI
My Incidents 8 >
All Incidents T >

Service Requests

Assigned To Me 1y

Manual Activities

Activities Assigned to Me o >

Review Activities

Activities Assigned to Me o >

By default, MobileFront counts all \Work ltems
when showing the number of Work ltems in
each view. MobileFront can be configured to
show the number of Work Iltems of a particular
status instead.

Start the Service Manager Console

O O

ﬁ Library
Work ltems

E Configuration Items

In the Service Manager Console, click
Administration

Administration <
4 Em Administration
’ @Annuuncemenis
'y Connectors
| %] Deleted ltems

= Management Packs

Notifications
2&? Security
= Service Level Management
) Settings

2] Workflows

Click Settings

17



Settings 12

Filter

Name

@_1 Activity Settings

:;_1 Change Request Settings

f#7 Data Retenticn Settings

& Gridpro MabileFront Settings
& Gridpro PowerAssign Settings
& Gridpro WebFront Settings
?_1 Incident Settings

] Knowledge Management Settings
q!q Problem Settings

:;_1 Release Management Settings
B senice Request Settings

Double Click Gridpro MobileFront Settings

In the General Tab, select

--GE"E(al ~ General -
T the statuses for each
The statuses below define which items should be counted as unread in MobileFront
Mt iy | B Work Item type that
R Aty | 5l should be used for
—— - counting the items in each
Senie Rt | 5 view. The default setting is
Aviews an empty value and
means that all Work Items
s Cl i ettt should be counted.
4 Manual Activities
4 Review Activities
Click OK

The changes will take effect as soon as a user signs in again, or manually refreshes

the content
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Branding

MobileFront theme can be customized to better align with your organization's graphical
profile, this is done by changing the main color of the UX along with a custom logo to the
sign in page.

Customizing Theme Color

[

On the server where MobileFront is installed, start PowerShell prompt as
Administrator

[

Change directory to the MobileFront WebSite is installed, typically:
c\inetpub\MobileFront\MobileFront\
For example: cd c:\inetpub\MobileFront\MobileFront\

Change directory to the Gridpro Themes folder by entering:
cd Content\themes\Gridpro

Run the script CreateCustomTheme.ps1 with the hexadecimal representation of the
new color by entering:

\CreateCustomTheme.ps1 <Color>

For example: \CreateCustomTheme.ps1 97BA33

Note: The hexadecimal representation of a color is available in all major graphic
ediors, or online by searching for “Color Picker".

Example: http.//www.color-hex.com

The changes will take effect as soon as the
browser is refreshed

Q

Incidents
All Open Incidents 104
My Incidents 4 )

All Incidents 203 )

Service Requests

Assigned To Me o )

Manual Activities

Activities Assigned to Me [ 2

Review Activities

Activities Assigned to Me 0oy

19


http://www.color-hex.com/

Changing Logo

O

The logo used on the sign in page can be changed. The recommended size for the
logo is 360px x 9Opx. Name the new logo custom_logo.png

L

On the server where MobileFront is installed, put the custom_logo.png in the
Content\Images folder under the MobileFront website, typically:
C\inetpub\MobileFront\MobileFront\Content\Images

Refresh the browser to see the changes

20



Enable Verbose Logging

MobileFront is set to log errors by default. For troubleshooting reasons, this can be
changed to include verbose log messages as well. Follow the steps below to enable
verbose logging.

Website

[

Locate web.config in the MobileFront WWebSite folder. Typically:
C\inetpub\MobileFront\MobileFront

L

Open web.config using notepad (As Administrator)

Elisteners>
<add name="Event Log Listener” type="Microsoft.Practices.Enterpriselibrary.logging.Tracelisteners.FormattedEventlogTracelistener,
Microsoft.Practices.EnterpriseLibrary.logging, Version=6.8.8.8, Culture=neutral, PublicKeyToken=31bf3856ad364e35"
listenerDataType="Microsoft.Practices.Enterpriselibrary.Logging.Configuration.FormattedEventlogTracelistenerData,

Microsoft.Practices.Enterpriselibrary.logging, Version=6.2.2.8, Culture=neutral, PublicKeyToken=31bf3856ad364e35" source="MobileFront"

formatter="Text Formatter” log="MobileFront" machineName="." traceQutputOptions="None" filter="Error”/>
</listenersh

Under Configuration\loggingConfiguration\listerners\add, change the value of
filter="Error” to filter="Verbose'

Ll

Save the file

Webservice

Locate web.config in the MobileFront WebSite folder. Typically:
C\inetpub\MobileFront\MobileFront.Service

Open web.config using notepad (As Administrator)

<i-ist;ner'5>-
<add name="Event Log Listener" type="Microsoft.Practices.Enterpriselibrary.Llogging.Tracelisteners.FormattedEventlogTracelistener,
Microsoft.Practices.Enterpriselibrary.logging, Version=6.9.8.8, Culture=neutral, PublicKeyToken=31bf3856ad364e35"
listenerDataType="Microsoft.Practices.Enterpriselibrary.logging.Configuration.FormattedEventlogTracelistenerData,

Microsoft.Practices.Enterpriselibrary.logging, Version=6.8.8.8, Culture=neutral, PublicKeyToken=31bf3856ad364e35" source="HobileFront”

formatter="Text Formatter” log="MobileFront" machineName="." traceOutputOptions="None" filter="Error"/>

</listenersp
Under Configuration\loggingConfiguration\listerners\add, change the value of
filter="Error” to filter-"Verbose"

Save the file
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