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WHAT’S NEW IN VECTOR
ISSUE TRACKER 7



FIRST GLANCE

Issue Tracker 7 is our largest release in the product’s history. It pro-
vides new architecture, new functions, new usability and new
manageability. This bulletin outlines the changes under those four
headings.

If you are using Issue Tracker in an IT support role, you will find an
improved ITIL orientation with workflow and reporting connecting
Incident, Problem and Change Management processes. We have
also rolled in a number of other valuable Issue Tracker templates
enabling you to implement other complementary IT management
functions, such as Maintenance Contract Management. Pro-actively
manage software maintenance contracts, whether they are associat-
ed to software, servers or other types of assets. (Integrates with Vec-
tor Asset Management for keeping track of maintenance contracts
of automatically discovered computers, printers and other IT assets.)

Whatever your application of Vector Issue Tracker, if you have any
special customizations, get in touch with your sales contact, or email
support@vector-networks.com, to arrange your free upgrade
survey.
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ARCHITECTURE

v ITIL Orientation with Incident,
Problem and Change Management

Quick Links

Change Requests =

Wanage change requests from submiss

Help Desk Incidents & Problems

Manage help desk incidents throughouwt their support life cycle

Requirements Management

Manage requests for new IT requirements and track th

FAQ

the FAQ articles

Search KB
Browse the knowledge base articles

Service Catalog

Manage definitions of IT services provided

Out of the box workflows connect these key ITIL processes. Ideal for
the midrange organization that wants to adopt key ITIL concepts
quickly and easily, while retaining the option to increase sophistica-
tion later on.

v Service Catalog

Service T2 Service Type Importance Summa
|:| 1 ERP System Data Center Service Highest 1BM ERP - Accounting & Production
Oz E-mail Data Center Service Highest Company's E-mail system. Exchange-h
[ Network Telecom Service Highest Internal Ethernet Network - LAN
14 File Sharing Data Center Service Highast Network shares and internet file sharir

Overview i Business Continuity Support

Summary: Internal Ethernet Metwork - LAN

Service Nama: Network Senice Group Name! e ra carvices

Business Owner: & Paul Tonini E] Importance: Highest
Type: Telecom Service

The catalog of services provided by IT enables the organization to
define service level agreements (SLAs) and any other performance
measure for each service. These service level definitions are then
used to direct and measure the responsiveness to each incident af-
fecting a particular service and class of user. For example, the email
service provided to Sales might be given the highest grade SLA.
Reporting focuses on the performance in resolving issues affecting

each category of IT service in the catalog. Vel Wit ey
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v SOA Web API for third party integration.

With organizations increasingly looking to IT for innovation in busi-
ness practices, the ability for cloud-based CRM systems to create is-
sues in Vector Issue Tracker through its SOA APl is an important item
for the checklist. (This capability adds to the existing COM/ActiveX
based integration which was fine if the calling system was locally
connected but which is inappropriate for cloud-based integrations.)

FUNCTIONALITY

v Dashboards

Vector [N — @

»
Ll —

Every Issue Tracker user can now have their own dashboard, cus-
tomized by simply choosing the KPIs that are relevant to them.
Dashboards among senior IT service managers are likely going to be
focussed on performance of the services they are responsible for!
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v Time Tracking

Contacted the user and gathered

additional information about the Aj Total effort time: 0:00:45
problem.

o 0:02:30

Add time
manually...

Track the Time spent per user - who did what, when, and how long
it took. Key information integrated with the Issue Activity Log for
measuring performance, recording costs and managing time-based
chargeback.

v Change Requests

Requestor Name: IT Manager

Type of Change: Break/Fix

Scheduled Implementation Date: 7/25/2013

Scheduled Implementation Time: 11:45:00 PM

Tite: Metwork Issues

Description: Network is failing to allow access to class A systems

Do you approve urgent fix of network issues? Class A systems are
offine.

..;' = Y . . —.7 ..
AL Yes, 3 ;&
w Approve No, I Reject

The new user-friendly Change Request dialog is at the heart of our
new Change Management process. The process features multi-level
approvals and voting across departments, based on your policies
and organizational structure.

v Update Issues by Email

Internal Field Mapped To Defauit Value Using Glabal?
Accessories Sent In AGGCF =
Activity lot set.

Activity (Detail Tab) Not set.
Activity Entry Not set L
Activity Log Not set

Activity Log (Detsil Tab)
Actual Initial Response Date

t
t

3

5
3

Actual Initial Response Time Not set
Actual Shipping Date Not set
Actual Shipping Method Not set
Add to Knowledge Base ot set
Asset Tag 1D Not set
Assigned to Engineer Not set
Assigned Work Team TeamA
Audio Port Test Not set
Burn-In Test Not set
Business Contact Not st
Business VAR | OEM Contact ot set
Comments ot set =l

™ Create a contact based on the "from” address if one doesn't already exist.

Mobility — now a key requirement for many IT professionals. Update
fields, close or re-assign issues by email. Close a ticket with a simple
email sent to the system. Let fully customizable emails support your
complex workflows and automate your processes from a phone.
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v Enhanced Email Templates

Template 1
Name: Issue Closed Mofification | Macros |
Subject: Issue =<Issue Number> has been closed
Available Macros
Attachments: @
Click on a macro below to 2
it to the e-mail.
B B I U X, x?
- = B = = = o N 2 Fed vaue
;“? Link To Issue
v A B ¢ | [E] Source ol
?} Encrypted Issue Nun
Issue <Issue Number= has been closed. ;.ﬁ Tssue Number
|
Summary: =MgField-tBriefDescription= % Project Name

our feedhack is imporiant fo us. Please help us betier serve you by taking
a few minutes to answer our survey.

[# HTML in Body

Save time with more powerful canned responses and email tem-
plates. Ensure your standards are met using the customizable e-mail
templates for the responses. Add macros to templates to automati-
cally pull up fields. Include Attachments as part of the templates
when you need to include files.

v More automation in Contact Management

John Davis

Project Manager

Company Acme

email@yourcompany
(513) 998-13-3335
Engineering
United States
8:00 AM - 5:00 PM

Automatically create new contacts from incoming e-mails and auto-
matically associate them to existing companies based on the match-
ing email address.
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v Batch Issue Updates

Summary 'y

Mass Update Selected Issues
Select All Issues on Current Page

Select All Issues in Query
2 2000

ok Today

1) error message

panyname.com) has failed and has caused the system to be unresponsive. E

er Unreachable”

Update multiple issues, incidents or requests at once. Reassign all
issues of a given person in one operation. Simply select the individual
issues to update or use the powerful “update all the issues in a query”,
matching specific conditions.

v Tasks — new concept!

Task
Track tasks relzted to this ticket,

Assass impact of deploying new version of Weh browser

Assignee: & Annabel Devonshire E]
Date: 4/03/2013 'ﬁ Timespent: 03:00
Start Time: 10:00 AM End Time: 1:00 PM
Mileage (Jom):
Detailed Description: Analyzed, investigated and assessed the impact of deploying Internet JJ)
Explorer version & across all the user computers in the Customer Service
department.

Researched relevant articles on the Internet.
Work will continue tomerrow.

=

Tasks are discreet pieces of work that are required to complete the
investigation or resolution of an issue. Tasks are defined within an
Issue. They are assigned and time-tracked so work can be distrib-
uted among several members of the team.
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v Reporting: parameter changes in real-time

B £

3 TR I— Yoo o=

Customize Report: Help Desk Summary

1., [ Henter the name ofthe HelpDesk analys to report on.
[-Any -

2, SBsciectthe repartng perod
Curtent Date 8/6/2013 e &
Last Wesk

Number of Issues 1 This Month

Last Month

This Quarter -

Summary of the new issues opened during the yearto df
To slect muile kems, hod donm GTRL and cick the ems.

w

.+ B Select the status to include in the report
New =
In Progress =
Resolved
Dropped
Assigned -

To slect mutile fems. hod donm CTRL and ik the ams,

Customize reports from the Web to get the information you need,
when you need it. Modify the reporting period, the status and other
parameters of the reports in a few simple clicks.

v Subscribing to Reports

Subscriptions Add a new subscription.
Weekly KPIs Add
Rename the selected subscription.
Rename
Delete the selected subscription.

Delete
Report: [HelpDesk Summary - Last Full Week |
Frmes [POF = I™ Embed report in e-mail

body

Mail Template: [« Select a Mail Template > |
Recipients: Catherine Dewey: IT Manager @
Scheduled Time: | R EICHEIAEN =[]
Next Send Time: 12:00:00 AM

Save time. Deliver the weekly KPIs to your management’s mailboxes.
The new report subscription function allows your key users (actually
any users...) to receive scheduled reports via email.

v Issue History — more detail

£ Revision History
View the modiications that have been made

Revision Date Time User Source Source IP _Pr‘ludmcatn)n Previous Value  Current Value
o
3 10/24/2013 2:56:43 PH analyst VITTDEMO 101336 Totel effort bme 1 E A
3 10/24/2013 2:58:43 P analyst VITTDEMO 101336 Activity Log Modified
2 10/24/2013 2:57:26 PM analyst VIT7DEMO 10.1.3.36 Activity Entry did xyz
2 10/24/2013 2:57:26 P analyst VIT7DEMO 101336 Totel effort tme 0 1
2 10/24/2013 2:57:26 PM analyst VITZDEMO 10.1.3.36 Activity Log Modified N

The History of the issue now contains the source computer/IP ad-
dress in addition to the user, time and change. Supports increased
security and user audits.
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v Various email integration enhancements

<Reply To Sender>

From: <Integration E-mail>

Your Status Report for lssue ID: <Issue Number>

B I == = ====

ER 2

U e X, x2

B O E Ssource

Your Ticket ID: <Issue Number>
View the ticket online
Issue Summary

<MgFieldinSubstateID>

<MgField:nPriorityID>

I <MgField:Problem$Areas A

[ send e-mail to each recipient individually HTHLin Body

[ save to Conversation/Queue

© kb

Macros

Available Macros.

Gick on 2 macro below to add it to the
email.

and company.

Customize e-mail notifications per contact

Automatically identify and process emails sent from

different email addresses of the same contact

as originated from the same person.
Support for BCC in emails sent by users
and automatically by the system.

the system within the email conversation
history of the issue.

in automatic email notifications.

USABILITY

v Productivity with Shortcuts

View automated e-mail notifications sent by

Enhanced HTML Email Template with Activity Log.

Support custom From addresses per project

Resolve Contact name into multiple emails.

Increase your productivity with small but important details like Key-
board shortcuts in the Web browser and the one click “Create as

Child Issue”.

Also:

Special colour-coded Ul for VIP issues.
Project specific labelling.

Field description captions.

and self-service.
Support for IE10.

Improved usability for end-users, especially in submit-only
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MANAGEABILITY

v Web-based Field Editor

Field Caption Data Type Choice Table

Number |
Tot
Memo
Vemo
Memo
Text
Memo
Memo
Date
Time
Date
Time

Shipping Date.

Shipping Single Choice thiShippingMethod

Resolution single Choice thlForknowledgeBase

Overview Text ASSETS

Detail Date

Detail Time

Ovenview Single Choice thluser

Overvien Single Choice WorkTeam

B single Choice hiSLA

et Tt (=

< | B

Add, remove, rename and make any changes to the form fields us-
ing the Web-based Field Editor. Changes to fields can be made
with users active — no log-offs required.

v New Web Admin functions

Logens & License Details

verify the current lagons and license usage, or enter

Logon Date/Time Computer Project URL Application Mode | 8 o
T dema 11112013 90158 VITTOEMOBMO Admin
I analyst 11112003 1009:2¢ 10.1.2.1 HelpDesk. witon eh View Floating | E]  Log Off selected
I demo L2003 125 10,121 witadmin Web Adin

License Usage Summary “ B viewjedit Licenses

Total InUse Remainin 9
Floating Licenses: 4 1 3
Rieseryed Licenses: 0 0 0
Self service Licenses: 5 0 5
Total Licenses 3 1 8

Monitor user logons, manage licenses, global and project settings
from the Web Admin.

v More possibilities for a custom Ul

Easily configure Issue Tracker with the customer’s corporate identity.
Add custom banners, custom fields, custom information areas, and
more.
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