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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.
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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

-20- 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

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

2. To manually add a new administrator, click on the new 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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