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Installation Instructions

iISupport Asset Overview

iSupport® Asset helps you to perform functions such as tracking assets, customers, and companies.
Administrators can enable and configure all of the features in the application.

This guide contains information about how to install the product. The iSupport Asset User’s Guide
contains information on entering and viewing Customer Profile, Company, Asset, and Software
License Profile records, performing scans, and using other functionality in the iSupport Asset
application. The iSupport Asset Administrator’s Guide provides information on enabling and
setting up all iSupport functionality.

Documentation guides are published in PDF format and are available via the Help menu on the
Desktop. Use Adobe Acrobat® Reader™ to view PDFs; to download a free copy of Adobe Acrobat®
Reader™, go to www.adobe.com.



iSupport Asset Desktop

Use the Desktop to access all iSupport Asset functionality. It contains customizable views and tabs,
global search, alerts, and other features. You can add components containing URLs, RSS feeds,
reports, weather, and views and reports of iSupport Asset data to your Desktop tabs. You can also
create a To Do list. Selected view data can also be converted into formats such as Microsoft®

Excel®.
N - G- () - (Preferences | Alerts | Logout | Help +

"¢ "Dashboard Customers Companies Assets License Profile Reports P:I':brﬂ‘fgurath:bnT

All Assets by Type XA b|2)5)-)x
----- 3 Admin Training {1) [1 | Name Owners L2 Manufacturer
----- [ Consulting Services (1) [0 Accounting Server 1 120-5 IBM
----- [ 18M Thinkpad (2) 4 O Meail Server 1 1293874 1BM
----- i Printer (1) [ Web Server 1 480393 IBM
----- [ Scannable PC (1)

..... B Server (3 |
----- [C3 Software (2) Ll | ’

To access all iSupéoort Asset functionality on the Desktop, use Microsoft® Internet Explorer® 7 or 8,
Mozilla® Firefox® 3.5, Google™ Chrome 3.0, or Apple® Safari® 4.0. The URL is: http://<servers/
<virtual directory in which Desktop is installed>/

Use the action menu on the Desktop to access iSupport Asset entry screens and other features.

| ]
N - e ) -

— [ 3 - — . - __,_ . -
I Assets | Lic Profiles Reports | Cor
Views/Charts e

- Create
Al Customer Chart Designer
Company View Designer
Asset Content Manager
E Asset Wizard

Dynaric Asset Scan
Asset Scan Comparison
License Profile

----- @ IBM Thinkpad (1)
----- C@ Printer (1) —
----- LA Scannable PC (1)

|4

""" 3 Server (3}
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If you are set up as administrator in your Support Representative record, the Configuration option
appears in the function bar on the upper right corner of the Desktop for configuring all iSupport
Asset functionality. You can set an option in Preferences to retain the Configuration tab on your

Desktop.

Configuration

Asset Management
Administration

"
]

i 3 iSupport’s Asset functionality enables vou to collect and record
w This section contains options central to configuring and ! information about any twpe of ikem. This information can be
%‘:}*@ manitoring iSupport Funckionality, g associated with incidents, problems, changes, and customers,

Agents, Diagnostics, Event Log, Global Configuration Cuskom Fields, Groups, Integration, Inventory Scan
Definitions, Scan Maintenance, Types

*.-r‘N Custom Motifications . T T T B T
b iSupport's Matification functionality enables you to cuskomize l\-ﬁ""*’ . 0 L
5 ¥ text and recipients For iSupport event notifications. You can Mot (Bt 1 65 ety = (WSl By Gl o o0 o 25 L g

Customer database, pull this data into Asset, Change,
Incident, and Problem records, and communicate with wour
cuskamers,

&

also create correspondence bemplates For the Incident,
Problem, Change, Configuration Item, Customer Profile,
Service Contrack, and Purchase Request screens,

Custom Fields, Directory Ink kion, G
alert Custorn Motificakions, Asset Cuskom SEL= £ Bli=eial Ao ey Bt

Motifications, Correspondence Templates
Support Representatives

Set up a Support Representative Profile recard For every

J person using iSupport. You can create groups, locations, and
suppart centers For use in routing and permissions
Functionality,

Groups, Licensed
Sessions, Locations, Permissions, Profiles, Suppart
Centers, Tabs
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Using the Configuration Wizard

After you install iSupport Asset and access the Desktop for the first time, the Configuration Wizard
appears for you to set basic configuration options that will get you started with iSupport Asset.

Welcome

L]
. The iSupport Configuration YWizard will walk wou through the basic steps necessary For configuring
iSuppork, You can:

# Enter the application URL and mail options

- # Setup support representative groups For use in group-based routing, permission
Welcome assignment, and repaorting

[® Global Gptions
[® Groups

|ﬁ Support Representatives

# (Create support representative profiles For those using iSupport

‘our entries are saved in the iSupport Configuration module every time wou complete fields on a
[®| Ciagnostic Report screen and click Mext, ¥ou can click Cancel at any time.

|ﬁ Firizn

To fully configure iSupport after exiting the wizard, choose Configuration on the iSuppart Desktop
Selection menu.

Be sure ko consulk the iSuppart User's Guide and Administratar's Guide For detailed infarmation.

Tt I Cancel |

You'll be able to enter the application URL and mail options, create support representative groups
and profiles, and enable notifications. Be sure to set up a support representative profile in the
Administrators group for yourself.

A diagnostic report will be generated at the end of the wizard to document your settings.
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Required Hardware and Software

Before you install iSupport Asset, make sure you have the supported hardware, software, and
network operating system.

Server Hardware

Minimum Recommended
Computer/ | Pentium Ill-compatible processor or higher | Pentium IV-compatible processor or
processor | running at a minimum of 600MHz higher running at a minimum of 3
GHz
Memory 512 MB 1 GB to OS maximum
Hard disk | 500 MB free hard disk space
Network 100 MB/second 1 GB/second
card
Server Software
Minimum Comments
Operating | Microsoft Windows® | m The Windows Communication Foundation and Windows
system Server 2003 and the Workflow Foundation options in the .NET 3.5
Microsoft .NET Framework must be installed.

Framework 3.5 SP1 m Be sure that you have installed the latest patches for IIS

and Microsoft Windows®.

m GWI does not support installation of the iSupport Asset
application onto a domain controller or onto a server on
which Windows SharePoint® or Microsoft CRM is
installed.

m GWI Software can make no guarantees with respect to
iSupport Asset’s performance or scalability in a
virtualized environment.

m If using Microsoft Windows® Server 2008, IIS 6
compatibility must be enabled.
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Minimum Comments

SQL Server | Microsoft® SQL m [f using Microsoft Windows® Server 2008, Microsoft®
Server 2005 (any SQL Server 2005 Express Edition is not supported;
edition) Microsoft® SQL Server 2008 Express or Microsoft SQL
If using Microsoft® Server 2008 must be used. The application server role
SQL Server 2005 must be enabled for SQL reporting and charting.
Express Edition, m Advanced Services must be installed with SQL Server
include Advanced 2005, and Report Services must be enabled and
Tools. .

configured.

m [f using Microsoft® SQL Server 2005 Express Edition with
Advanced Tools, the SQL Ad Hoc Reporting feature is
not available. Service Pack 2 is required, and full text
indexing must selected.

m Windows Authentication must be used to access the SQL
server.

m Full text indexing must be installed on the SQL database.

m The SQL Server Full Text Search service (SQL Server 2005)
or SQL Full-text Filter Daemon Launcher service (SQL
Server 2008) must be started prior to using iSupport.

m GWI does not support multiple installations of iSupport
databases on the IIS server or on the same SQL server
instance.

Mail An SMTP mail system | iSupport Asset requires access to ports for sending and

system such as Microsoft® receiving email notifications, and your security/virus
Exchange or Lotus® | protection software may need to be configured to allow
Domino ™, access. These port numbers are typically:

m Outgoing email m Port 25 for sending email notifications
functionality m Port 110 for receiving email notifications via POP3

requires an SMTP
server that may
be reached by the
server on which
iSupport Asset is
installed.

m Port 143 for receiving email notifications via IMAP4

®m Incoming email
functionality
requires a server
enabled for POP3
or IMAP4.
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Client

Minimum Comments
Desktop Current version of Applications that prevent Microsoft® Internet
Microsoft Internet Explorer® pop-up windows from being displayed
Explorer, Mozilla® may prevent some iSupport Asset application
Firefox®, Google™ windows from opening. If you have a pop-up blocker
Chrome, or Apple® safari® | application installed, be sure to place the server on
which iSupport Asset is installed on the Allowed Sites
list.
You cannot have the browser set to Never Check for
Newer Versions of Stored Pages (Internet Options |
General tab | Temporary Internet Files Settings) while
creating incidents. This setting will create incidents
with duplicate information such as the incident
number.
If using Internet Explorer 8, Compatibility Mode must
be disabled.
End User | Any current version HTML-
Desktop compatible browser
Mobile Any current version HTML- | Note that some functionality will be disabled if the
Desktop compatible browser JavaScript is disabled or the browser does not
support JavaScript.

Performing Pre-Install Tasks

Ensure that the required hardware and software components are in place and functional.
Temporarily disable any screen savers.

Ensure that all other applications are closed; otherwise, you may corrupt any shared files and
the install program may not run properly.

Locate the iSupport Asset license sent to you via email.

Verify that your SQL server is set to use Windows Authentication, and locate the user accounts
with permissions to create databases on that server. You'll need to use either a local machine
account or a domain account, and this is determined by whether your SQL server is local or
remote, how the iSupport Asset web server will connect to your SQL server if it is remote, and
how you want to manage login access to iSupport Asset. See “Configuring SQL Server” on
page 23 for more information.

Ensure that you are logged into Microsoft Windows® Server 2003 or Microsoft Windows®
Server 2008 with full Administrative rights.

Configure 1IS; see the following section for more information.
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Configuring IIS

Follow the steps below if installing on Windows Server 2003; see “Configuring Windows Server
2008" on page 15 if installing on Windows Server 2008.

Configuring Windows Server 2003

1 Verify that IS is running. From the Start menu on your Desktop, select Programs |
Administrative Tools | Services. In the Services dialog, verify that the status for IIS Admin Service
is set to Started. If it is set to Stopped, right-click and select Start.

2 Add the following IIS components:
m Active Server Pages

m Server Side Includes

a Open the Windows Control Panel and select Add or Remove Programs. Select the Add/
Remove Windows Components icon. In the Windows Components dialog, select
Application Server and click the Details button.

Windows Components Wizard

Windows Components
You can add or remove components of Windows,

To add or remove a component, click the checkbox A shaded box means that only

part of the companent will be inztaled. To zee what's included in a compaonent, click
Dietailz.

LCamponents:

.ﬁ.ccessuries and Utilites 45ME =«

'E Application Serer 24 EMB :

[ [88 Certificate Services 1.4 ME
E-mail Services 1.1 ME
[ ¢4 Fax Semvines 22T MR ;I

Dezcrption:  Includes ASP.MET . Internet Information Services [115], and the
Applization Server Conzole.

Tatal digk zpace required: 29 B Dietails |
Space available on disk: 123678 ME =

< Back I Hesut » I Cancel | Help |
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b In the Application Server dialog, select ASP.NET. Then select Internet Information Services
and click the Details button.

Application Server x|

To add ar remove a component, click the check box. & shaded box means that only part
aof the companent will be installed. To see what's included in a component, click Details.

Subcomponents of Application Server:

[%] Application Server Conzole 0.0 MB ;I
B ASPNET 0.0 ME
@ Enable nebwork, COM+ access 0.0mMBE
@ Enable network OTC access 0.0mMEe

9 YE Internet Information Services [II5) 18.1 ME

[] = Mezzage Queuing .5 ME

[~

Dezcrption: 115 Includes Web, FTF, SMTF, and HHTP support, along with support
for FrontPage Serer Extenzions and &ctive Server Pages [A5F).

Total disk space required: 29 MB Details |
Space available on disk: 123678 MEB

| k. I Cancel |

¢ Inthe Internet Information Services (IIS) dialog, confirm that the Common Files, Internet

Information Services Manager, and SMTP Service checkboxes are selected.

Internet Information Services (115) |

To add or remove a component, click the check box. A shaded box means that only part
af the component will be inztalled. To zee what's included in a component, click Details.

Subcompaonents of [ntemet Information Services [I15]:

<> Comman Files 1.0ME =]
O i.l:' File Transfer Protocal [FTP) Service 0.1 kB
O Q‘? FrontPage 2002 Server Estenzions 5.1 MB
ﬁ] Internet nformation Services Manager 1.3 MB
O ﬁ Irberret Printing 0.0 ME
[ EENNTP Service 1.2 MB
= SMTP Service 1.3Me =|

Dezcrption:  Includes support for thrattling and restarting data transfers, and 2 BITS
management congole extension.

T otal dizk space required: 29 B
Space available on dizk: 123678 MB

Detailz. ..

k. Cancel

Installation Instructions
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d Scroll down and click on World Wide Web Service. Click the Details button.

Internet Information Services {I15) E ﬁl

To add or remove a component, click the check box, & shaded box meansz that only part
aof the component will be installed. To zee what'z included in a component, click Details.

Subcomponents of Internet Infarmation Services [15];

O Q? FrontPage 2002 Server Extenzions 51 MB ﬂ
u,%] Internet nformation Services Manager 1.3 MB
O ﬁ Irkernet Printing 0.0 ME
C] EaNNTP Service 1.2 MB
s SMTR Service 1.3ME
o8 world Wwide Web Service 2.0ME

Dezcription:  Inchudes suppart far thratting and restarting data transfers, and a BITS
management conzole extenzion.

Total dizk space required: 29mB Details...
Space available on dizk: 12367.8 MB

k. Cancel

e Inthe World Wide Web Service dialog, ensure that the Active Server Pages, Server Side
Includes, and World Wide Web Service checkboxes are selected.

World Wide Web Service X|

To add or remove a component, click the check box & shaded box means that only part
of the component will be inztalled. To see what's included in a component, click Details.

5 ide \'eb 5

[l [nternet D ata Connector Q.0ME
[ [ Remate Administration (HTML) 5.7 ME
U @ Remote Deszkiop Web Connection 0.4 B
Server Side Includes 0.0 ME
L] |=]webDad Publizhing 0OME
8 World wide \Web Service 1.9HB Ll

Dezcrption: — Allow A5P files. Active Server Pages iz alwayz installed.

Total dizk zpace required: 29B
Space availlable on digk; 12369.0 B

[etals...

Ok Carizel

f Click OK in the World Wide Web Service, Internet Information Services, and Application
Server dialogs.
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9

In the Windows Components dialog, click Next. Provide the Windows Server 2003 files if
requested. Click Finish to complete the wizard.

h Close the Add/Remove Programs window.

Configuring Windows Server 2008

Before installing iSupport Asset on Windows Server 2008, you'll need to add the Web Server (lIS)
server role and ASP.NET role services. Do the following:

1 Launch Server Manager and select Roles and click the Add Roles link (on the right).

E,, Server Manager

File Acton View Help

== dE

ili Server Manager (05-5RV0E)
;u, Roles

= Features

= Dizgnostics

< View the health of the roles installed on your server and add or remove roles and features.
& Configuration 4
Storage

Roles

" Roles Summary

E Roles Summary Help
" Roles: 0 of 17 installed

S Add Roles

=
I Remove Roles

Installation Instructions
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2 On the Select Server Roles screen, select Web Server (1IS) and click Next.
Add Roles Wizard

Select one or more roles to install on this server,

Server Roles Roles: Des
Web Server (II5) [] Active Directory Certificate Services ::_:ﬁ
Role Services [[] Active Directory Domain Services app

|:| Active Directory Federation Services

con fion [ ] Active Directory Lightweight Directory Services
Progress [ ] Active Directory Rights Management Services
Results [ ] application Server

|:| DHCP Server

|:| DMS Server

|:| Fax Server

[ ] File Services

[ ] Metwork Policy and Access Services
|:| Print Services

[] Terminal Services

|:| UDDI Services

[] windows Deployment Services
[] windows Server Update Services

Web Server (II5)

More about server roles

< Previous | MNext > I
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3 Select Role Services (on the left) and then select ASP.NET under Application Development. The

following dialog appears; click the Add Required Role Services button.

infrastructure.
= Application Development

|SAP| Extensions
ISAP| Filters
MET BEdensibility

Select Role Services
Before You Begin Select the role services to install for Web Server (1IS):
Server Roles Role services: Description:
Web Server (II5) =]l Web Server provides sup
2E I%Eb Server 21 HTMLWeb sites and opti
Bl e L= T for ASP.NET, ASP, and W4
Static Content extensions. You can use §
Default Document Ser\rer_tn host an in!‘.erna
Progress Directory Browsing ;erlz 5|th or to provide ay
TP or developers to create |
Results Errors applications.
[ ] HTTP Redirection
=[] application Development
[] asp.MET
I Y o O W I T
Add Roles Wizard x|
» :'f Add role services required for ASP.NET?
- —
You cannot ingtall ASP.MET unless the required role services are also installed.
Fole Services: Description:
= Web Server (IIS) Web Server (115) provides a reliable,
5 Web Server manageable, and scalable \Web application

| Add Required Role Services | Cancel

Installation Instructions
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4 The following dialog appears; click Next.

18

Add Roles Wizard

Progress

Fesults

Select the role services to install for Web Server (IIS):

Role services: Des
[=l @ Web Server [ @
= [E Commeon HTTP Features ?c:IrEIE:
Static Content app
Default Document ASP
Directory Brawsing of A
HTTF Errors arch
[ ] HTTP Redirection E;E;t
= [E application Development ASP
infrg
MET Extensibility _| app

[ asp

[ car

ISAPT Extensions

ISAPI Filters

[] server side Indudes
= [@ Health and Diagnostics

HTTP Logging

[] Logging Tools

Request Monitor

[] Tracing

[] custom Logging

MCDT | smmima

More about role services

=l

< Previous | Mext = I
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5 The following dialog appears; click Install.

Add Roles Wizard

Confirm Installation Selections

Before You Begin
Server Roles
Web Server (I1S)

To install the following roles, role services, or features, dick Install.

(D 2informational messages below

@ This server might need to be restarted after the installation completes, —
Confirmation ~| Web server (IIS)
Progress G:} Find out more about Windows System Resource Manager (WSRM) and how it can help optimize

CPU
Results o

Web Server
Common HTTP Features
Static Content

Default Document
Directory Browsing
HTTP Errors

Application Development
ASP.MET

.MET Extensibility
ISAPI Extensions
ISAPI Filters b

Health and Diagnostics
HTTP Logging
Request Monitor

Security LI

Windmwe Anthenticratinn

Print, e-mail, or save this information

< Previous Mext = | Install I Cancel
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The following dialog appears after the installation is finished. Click Close.

Add Roles Wizard

Installation Results

Before You Begin ; ) )
The following roles, role services, or features were installed successfully:
Server Roles

e T ~| Web Server (IIS) 'ﬁ' Installation succeeded
Role Services The following role services were installed:
_ Web Server
Confirmation Common HTTP Features
Progress Static Content

Default Document

Directary Browsing
HTTP Errors
Application Development
ASP.MET
.MET Extensibility
ISAPI Extensions
ISAPI Filters
Health and Diagnostics
HTTF Logging
Request Monitor
Security
Windows Authentication
Reguest Filtering
Performance
Static Content Comnressinn

Print, e-mail, or save the installation report

< Previous Mext = | Close I
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6 Select Features in the Server Manager. The following appears; select Add Features.

E:-: Server Manager

File  Action View Help
€| =

D Soverenoger (055009
=l 5 Roles

W'_:-J Web Server (I15)

Ef] Features a View the status of features installed on this server and add or remove features.
i Diagnostics 3
fﬁ‘& Configuration
g Storage

! Features Summary Features Summary Help

~! Features: 4of 34 installed gﬂ Add Features

ﬁ. Remove Features
MET Framework 3.0 Features

.NET Framework 3.0
Remote Server Administration Tools
Role Administration Tools
Web Server (IIS) Tools
Windows PowerShell
Windows Process Activation Service
Process Model
MET Environment
Configuration APIs

7 In the Select Features dialog, expand .NET Framework 3.0 Features. Select WCF Activation and
HTTP Activation, and then click Next.

Add Features Wizard X|

ﬁ# Select Features

Features Select one or more features to install on this server.
Confirmation Features: Description:
Progress = [@ .NET Framework 3.0 Features (Installed) | Windows Communication Foundation
R, —1 [WCF) Activation uses Windows
Resuilts MNET F'“"‘E"'c"k 3.0 (nstalled) Process Activation Service to invaoke
[ xPs viewer applications remotely overthe
= WCF Activation network using protocols such as
HTTE Activation HTTP, Message Queuing, TCP, and
Non-HTTP Activation named pipes. Consequently,
, . . applications can start and stop
L] BitLocker Drive Encr.yphon dynamically in response to incoming
[[] BITS Server Extensions workitems, resulting in application
[] Connection Manager Administration Kit hosting that is more robust,
[ ] Desktop Experience manageable, and efficient.
|:| Group Policy Management
[] internet Printing Client o

|:| Internet Storage Mame Server
[ LPR Port Monitor
|:| Message Queuing
[ Multipath 1jo %
[] Metwork Load Balancing
["] Peer Name Resolution Protocol
] quality windows Audio Video Experience
|:| Remote Assistance
[ remote Differential Compression

-
[ LR T - P A Areimin b dom Tonle Toaballady _I

More about features

< Previous | MNext = I Install Cancel
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8 The following dialog appears; click Install.
Add Features Wizard
Confirm Installation Selections
Features
To install the following roles, role services, or features, dick Install.
Confirmation
@ linformational message below
Progress
Results @ This server might need to be restarted after the installation completes.
#) NET Framework 3.0 Features
WCF Activation
HTTP Activation
MNon-HTTP Activation
Print, e-mail, or save this information
< Previous | He{\ﬁ‘& = | Instsll I Cancel
kM)
22 iSupport Asset Installation Guide



9 The following dialog appears; click Close.

Add Features Wizard x|

ji. Installation Results
ot

Features

The following roles, role services, or features were installed successfully:

Confirmation
Progress ~! NET Framework 3.0 Features @ Installation succeeded
The following features were installed:
WCF Activation
HTTP Activation

MNon-HTTP Activation

Print, e-mail, or save the installation report

Configuring SQL Server

If Microsoft® SQL Server 2005 or 2008 (Express or Standard edition) is not installed, go to http:/
www.microsoft.com/downloads and download the appropriate version. Note that if using
Microsoft Windows® Server 2008, Microsoft® SQL Server 2005 Express Edition is not supported;
Microsoft® SQL Server 2008 Express or Microsoft SQL Server 2008 must be used. When the
installation is finished, verify that the SQL Server is started.

When SQL Server Express (with Advanced Services) and the Full-Text Search Engine are set to run as
the Windows Network Service Account (default), the Full-Text Search Engine does not have the
correct permissions to access SQL Server Express. Reboot your computer prior to populating a full-
text index.

Determining User Accounts for Accessing Your SQL Server
During the iSupport Asset installation you’ll need to specify the user accounts for accessing your

SQL server. You'll need to use either a local machine account or a domain account, and this is
determined by whether your SQL server is local or remote, how the iSupport Asset web server will

Installation Instructions 23



connect to your SQL server if it is remote, and how you want to manage login access to iSupport
Asset. (Note that SQL Server 2005 installs with Windows Authentication Mode Only enabled.)

A local machine account can be used if SQL and IIS are both located on the same machine and you
will not be integrating with Active Directory. Otherwise, you’'ll need to use domain accounts.
Domain accounts consist of:

An iSupport Asset Web Application user account that is modified to pass credentials from the
domain user account through the http service. This account will be used for the iSupport Asset
web application to connect to SQL Server using Windows Authentication. Steps start on the
following page.

An iSupport Services user account that will be the process identity for iSupport services to
connect to SQL Server using Windows Authentication. See “Creating a Domain User Account
for the iSupport Services User Account” on page 28. The installer will add the user to the
Administrator’s group to allow asset scanning.

You cannot use the same user account for these functions.

Creating Domain User Accounts

Creating a Domain User Account for the Web Application User Account

1

24

Open Active Directory Users and Computers (located on any Active Directory domain
controller) by selecting Start | Programs | Administrative Tools | Active Directory Users and
Computers. Create a Domain User account in the organizational unit of your choice by
selecting Action | New | User.

-f-qr Active Directory Users and Computers
&) File | Action  Wiew Window  Help
4= =  Delegate Contral... | B GiRls v a8 o
Find...
@ Active - | Users 26 obiects
- 5 I Computer = | Description
E|" E All Tasks ol b BEuilt-in account Far adrini. .,
[
E Mew Window From Here f;z:grgPersnn irity Group ... Enterprise certification an. ..,
H-E .
B-C Re[resh- M?MQ Queue Alias 1 Group ... Designated administrators...
- Expaort List... P bity Group ... Al workstations and serve. ..
|ser . 8 8
Properties rity Group ... Al domain controllers in kb,
- Shared Folder ; .
vity Group ... Al domain guests
Help .llﬁDn:umain Users  Security Group ... A&l domain users
~ ]
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2 Complete the fields in the New Object - User dialog. A suggested name would be a first name
of GWI, last name of WebAppAccount, and a login of GWIWebAppAccount. (This name will be
used in the following steps.) Click Next.

Mew Object - User

i e [
T
R
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3 Set an appropriate password, clear the User Must Change Password at Next Logon checkbox,
and select the User Cannot Change Password and Password Never Expires checkboxes. Click
Next and then click Finish.

Mew Ohject - Uszer

4 If applicable, grant the proper domain permissions.

5 Close the Active Directory Users and Computers dialog.
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6 Ifinstalling on Windows Server 2003, on the machine on which iSupport Asset is to be installed,

open Computer Management and navigate to Local Users and Groups | Groups. Open the

properties for the IIS_WPG group.

Add GWIWebAppAccount to the IIS_WPG group by clicking Add to Group. Click the Add
button and use the Enter the Object Names to Select field and Check Names button to select
the GWIWebAppAccount. Click OK and then click OK to exit the IIS_WPG Properties dialog.

O Computer ManadIIS_WPG Properties [ 7]

=) File  Action i
& = | mm]|

Q Computer Manage

E‘ﬁ& Swskem Toals
@ Event Viey

Shared Fa
=43 Local User

-] Users

[+-A#% Performan

L Dl Defra
g Disk Mana
Eﬂ--@ Services and £

General |

g [15_WwFiG

D ezcription: 15 Warker Process Group

tembers:

E . Suppoart
Q o SupportELID
7 CRM\GWIServicehcoount

™ % CRMAGWIwebdppaccount [GhwwebédppdccountEcm, gwi com)
3 1/ab_DEY-04

m MNT AUTHORITYLOCAL SERVICE [5-1-8-19)

m MT AUTHORITYMETWORE SERVICE [5-1-5-20]

ﬁ MNT AUTHORITYSYSTEM [5-1-5-18]

Add... | Bemonve

k. Cancel Apply
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Creating a Domain User Account for the iSupport Services User Account

1

28

Open Active Directory Users and Computers (located on any Active Directory domain
controller) by selecting Start | Programs | Administrative Tools | Active Directory Users and
Computers. Create a Domain User account in the organizational unit of your choice by
selecting Action | New | User.

A

# Active Directory Users and Computers

@ Eile | frction  Yiew  Window  Help

« &  Dagats Conrcl.. EFETIEE Y-
Find...
Ackive . | Users 26 obiects
- ' Camputer 3 | Description
EI" E All Tasks 7| HerEEE Built-in account For adrmini. .
- Group i i iFicati
: i Irity Group ... Enterprise certification an. ..
__ {% e Window From Here InetOrgPerson ¥ p R
: Refresh MSMQ Queue Alias rity Group .. Designated adminiskrators.
- R ore st Printer - :
= pOFt HISt.... tiky Group ... All workstations and serve. ..
User ik 15 All darnai trollers in th
Properties T tity Group .. omain contrallers in th. .
ared roider titw Group ... All domain guests
Help ."ﬁ[:u:umain Users  Security Group ... All domain users
~ _|
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2 Complete the fields in the New Object - User dialog. A suggested name would be a first name

of GWI, last name of ServiceAccount, and a login of GWIServiceAccount. (This name will be
used in the following steps.) Click Next.

New Object - User E3

g Create in:  gwi.com/System Accounts

First name: G Initials: I

Last name: Sevicedccount

Full name: G| Servicehccount

User logon name:

GWIServiceAccount | @gwi.com ~]
Uzer logon name [pre-Windows 2000);
G\ |GWIServiceAccount
¢ Back Mest > Cancel
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3 Set an appropriate password, clear the User Must Change Password at Next Logon checkbox,
and select the User Cannot Change Password and Password Never Expires checkboxes. Click

Next and then click Finish.

New Dbject - User

g Create in:  gwi.com/System Accounts

Pazzward:

LConfirm password:

[T User must change password at next logon

¥ User cannot change password

v Paszsword never expires

[ Account is disabled

< Back

Mext =

Cancel

4 If you need to grant domain permissions, open the Properties of the user you just created by
right-clicking and selecting Properties.

5 Close the Active Directory Users and Computers dialog.

6 Open Computer Management and navigate to Local Users and Groups | Groups.

7 Add GWIServiceAccount to the Administrators group by clicking Add to Group. Click the Add
button and use the Enter the Object Names to Select field and Check Names button to select

30
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the GWIServiceAccount. Click OK and then click OK to exit the Administrators Properties
dialog.

Administrators Properties 7| x|

General |

@ Sdriniztrators

Description: Adriniztrators group
Members:

E iSupport

f GWIREWISEM:&&CCDUM

add... Eemowe

] Cancel Apply

During the iSupport Asset application installation, specify the name and password of the web
application user account and iSupport Services user account.
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The iSupport Asset Installation Process

The iSupport Asset installation utility does the following:

If specified, installs the iSupport Asset Desktop (support representative client). The default
location is:

[Program Files]\cSupport\RepClient.

The utility creates an IIS virtual directory pointing to [Program Files]\cSupport\RepClient with
the name specified by the user.

Note that when iSupport Asset is installed, files supporting functionality in other editions of
iSupport are also installed but not accessible. Removal of these files may affect future upgrades
of the application.

Creates the following services:
c.Support Agent Manager
c.Survey Agent Manager

Creates the cSupport database and schema.

Creates a Support Representative Profile with a login for you to use to log into iSupport Asset
for the first time:

Login: Administrator

Password: password

v iSupport Asset must be installed on the same system from which you are running the

iSupport Installation Wizard. You cannot install iSupport Asset to a network drive
connected to the machine on which you are running the iSupport Asset Installation
Wizard.
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Installing iSupport Asset

Prior to running the Setup.exe file, if installing on Windows Server 2008, ensure that SSL is not
enabled. In the Server Manager, select Roles and expand Web Server (lIS).

ia Server Manager (0S-5RV08)
=] :__5 Roles

=] QE] Web Server (I15)

% Internet Information Se

Eﬁ Features
_5’- Diagnostics
jﬁ Configuration
=5 storage

“~ Role Status

-~ Roles summary

-~ Roles: 1 of 17 install=d

Web Server (115)

~| Web Server {IIS)

Provides a reliable, manageable, and scalable Web application infrastructure,

Messages: Mone
System Services: 3 Running, 1 Stopped
Ewents: Mone in the last 24 hours

# Role Services: 21 installed

I &= Remove Role Services

Role Service | Status
&. Wb Server Installzd
&. Cornmon HTTP Features Installed

% Wiew the health of the roles installed on vour server and add or remove roles and Features.
g’,

E Rales Summary Help

G add Roles
T Remove Roles

E Wweb Server (115) Help

Go ko Web Server (T15)

Sab add Role Services

In the Roles list, ensure that Client Certificate Mapping Authentication and 1IS Client Certificate
Mapping Authentication are not installed.

ia Server Manager (05-5RV08)
= f} Roles
B “J‘j Weh Server (1130
% Internet Information Se =,

il Features Ed

:‘! Diagnostics %

fﬁ._.!' Caonfiguration e

22 Storage [
&
(i
b
(]
&
(]
&
(]
£
(=]
&
]

ISAPI Extensions

ISAPI Filkers

Server Side Includes
Health and Diagnostics

HTTF Logging

Logging Tools

Request Monitor

Tracing

Cuskar Lagging

QDB Logging
Security

Basic Authentication

Windows Authentication

Digest Authentication

Inskalled
Installed
Mok installed
Installed
Inskalled
Mot installed
Installed
Mok installed
Mok installed
Mok installed
Installed
Mok installed
Installed
Mok inst alled

Client Certtificate Mapping Authentication
115 Clienk Certificake Ma

ing Authentication

URL Authorization

Request Filkering

Mok installed
Mok installed
Mot installed
Installed

Yigw the health of the roles installed on wour server and add ar remove roles and Features.
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Run the Setup.exe. (Note that if you do not wish to configure or utilize iSupport’s SQL
components for reporting functionality, run the setup.exe file from a command prompt with a
space and /nosrs appended to the file path. Example: c:\setup.exe /nosrs

This will disable the process that attempts to install iSupport’s SQL reporting components.)

The following Welcome dialog appears; select Install and click Next.

34

iSupport Wizard 9.5.0

L]

(r;

uppelt

Welcome to iSupport &

Thiz wizard will guide you through the steps neceszan to instal
ISupport, upgrade to the curment version, or uninstall 1S upport,

Select the type of action you would like to perform and click Mest.

% nstall
" Upgrade
= Uninstal

=101 =]

Build Number: 100

¢ Back

M et =

Canizel
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2 The iSupport License File Path dialog appears; enter or browse to the location of the iSupport
Asset license file or click the Request License File link to request one. Then click Next.

T

iSupport License Rle Path
Specify the path to the iSupport license file and click Mext.

If you need a license file, click the Reguest License File link below to obtain one.

Licen=ze File

C:ADocuments and SettingshDesktophlicense lic Browse... |

Cerres rereals s < Back Nest > Cancel |

If you clicked the Request New License file link, an informational web page will appear; click
the link requesting the license for the appropriate edition. Enter the contact information and
email address to which the new license file should be sent. After receiving the email with
attached file, save the file on the server on which iSupport Asset will be installed. Browse to
the file in the License File Path dialog and click Next.
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3 The iSupport License Agreement dialog appears; click Next.

iSupport Wizard 9.5.0 =10 |
iSupport License Agreement
Please read the following license agreement.
ff you do not accept the agreement, click the Cancel button.

THIS IS A LEGALLY BINDING SOFTWARE LICENSE AGREEMENT =
BETWEEN YOU AND GROUPWARE INCORPORATED, AN OREGON
CORPORATION DOING BUSINESS AS "GWI SOFTWARE.” READ THIS
DOCUMENT CAREFULLY BEFORE CLICKING THE "NEXT" BUTTON
AND/OR USING THE SOFTWARE. BY CLICKING THE "NEXT™ BUTTON
ANDFOR USING THE SOFTWARE, YOU AGREE TO BE BOUND BY THE
TERMS OF THIS DOCUMENT. IF YOU DO NOT AGREE TO THE TERMS
OF THIS DOCUMENT, DO NOT CLICK THE "NEXT™ BUTTON AND/OR USE
THE SOFTWARE, SELECT THE "CANCEL" BUTTON, AND RETURN THE
SOFTWARE AND ALL RELATED DOCUMENTATION WITHIN 15 DAYS OF
THE INVOICE DATE TO GROUPWARE INCORPORATED AT 110 E 171
STREET, VANCOUVER, WA 98663 FOR A FULL REFUND.

Groupware Incorporated, an Oregon corporation doing business as "GWI hd

<Back [ New> Cancel |
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4 The following dialog appears to remind you to follow the instructions in this guide (iSupport
AssetInstallGuide.pdf).

iSupport Wizard 9.5.0 10| x|

Installation Guide

Fleaze follow the instructions in the iSupport [netalation Guide.

¢ Back | et I Cancel |

5 The Installation Options dialog appears; select the components to install and click Next.
iSupport Wizard 9.5.0 : o ]

Inztallation Options
Select the interface vou wizh to install and click Mest.

— Description
Thiz option will inztall the iSupport Deszktop.

Suppart representatives can uge the iSupport Desktop access all ISuppart functionality.

Adminiztrators can uze the Support Deskiop to accezs the Configuration module.

< Back | et = I Cancel
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6

38

You can select the following:

m The Desktop enables support representatives to access to all iSupport Asset functionality,
including entering and viewing incidents, customers, assets, knowledge entries, and FAQs.
Administrators can access the Configuration module from the Desktop.

m iSupport Databases - this option installs the databases involved in the iSupport application.
The cSupport, cAsset, and cSupportReporting databases are accessible with the iSupport
Asset license. Databases may be locally installed on the same server as the Desktop or on a
separate server running Microsoft® SQL Server 2005 or SQL Server 2005 Express Edition.

The iSupport Asset application and databases must be in the same domain if the databases
are not installed locally.

The iSupport File Path dialog appears. If you do not wish to install the iSupport Asset
application to c:\\Program Files\cSupport), click the Browse button to select the location in
which the iSupport Asset application should be installed. The RepClient subdirectory will be
installed under this specified folder. Click Next.

I

iSupport Rle Path
Specify the location for the iSupport installation and click Mead.

The wizard will install iSupport in the following folder.

Toinstall tothis folder, click Next. Toinstall to a different folder, click Browse and select

another folder.
Destination Folder
II::"«F'mgram FileshcSupport Browse... |

< Back Next > Cance |
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7 The iSupport Virtual Directories dialog appears.

m Select the web site to which iSupport should be installed. The default web site uses port 80;
if you are not using the default web site and port 80 is not assigned to the web site you are
using, you'll need to add the port number after server name in the url for the Desktop.

m Enter a name for the virtual directory to be created for the Desktop. Do not use spaces in
your entry. This name will be used in the URL for accessing the Desktop client; for example,
if you accept the default (Rep) for the name, the URL to access the Desktop will be:
http://<server>/Rep
Click Next.

iSupport Wizard 9.5.0 -0 x|

iSupport Yirtual Directories

Specify the inztallation web zite and wirtual directom names for iSupport's interfaces and. Then
click MNest,

Select the web zite to which iSupport should be installed.

| Defauit web Site |
The wirtual directon names will dictate the URLs uzed to acceszs iSupport's interfaces and
functionality.

Enter a wirtual directore name for the iSupport Dezsktop,

[Fep

< Back MHext > Cancel
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8 The following dialog appears; enter or change the default name of the application pool that

40

will be used with iSupport’s virtual directory. Click Next.

iSupport Application Pool
Specify the name and click MNext.

=101

directories.

Application poal [D:
IiSuppn:lrt AppPooll l

This is the name of the application poaol that will be associated with the iSuppaort virtual

< Back

Mext =

Cancel
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9 The iSupport Web Application User Account dialog appears for creating or selecting the user
account for the c.Support web application to use to connect to SQL Server via Windows
Authentication. See “Determining User Accounts for Accessing Your SQL Server” on page 23
for more information.

If the SQL Server is on a remote machine, you must select an existing domain user account that
is modified to pass credentials from the domain user account through the http service. Before
making a selection in this dialog, see “Creating Domain User Accounts” on page 24 to create
this domain user account. Then select Choose Existing Account in this dialog and specify the
account.

ST

iSupport Web Application User Account
Specify the securty context to be used by iSupport. Then click Mext.

The user accourt specified will be the securty contexd under which the iSupport application
pool will operate.

{* Create New Local Account
{" Choose Existing Account

User name: Ii Support]

Full name: IiSupp-:urt Web Application Account

Deseription |Account used for the worker process identity for the
iSupport AppPool application poal.

Passwaord I

Caonfirm I

< Back Mext = Cancel

Do one of the following:

m Select Create New Local Account to create an account and change the default user name,
full name, and description if necessary. Enter the password and click Next.
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m Select Choose Existing Account to select an existing user account and enter the password.
(Choose this option if you wish to use an existing domain account; the server on which
iSupport is installed must be in the same domain as the iSupport databases if the databases

are not installed locally.) Click Next.

iSupport Web Application User Account

isupport Wizard 9.5.0

Specify the securty context to be used by iSupport. Then click Nesdt .

=100 =]

pool will operate.
{" Create New Local Account
{* Choose Existing Account

The user account specified will be the securty context under which the iSupport application

ser name: I

Password I

Browse |

< Back

Mext =

Cancel
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10 The Database Selection dialog appears with the name of the local SQL server in the DB Server
field; select or change it to the name and instance of a different server if applicable.

Verify that the URL in the SQL Server Reporting URL field is correct for accessing the report
server and change it if necessary. Then click Next.

RRET

Database Selection
Specify the Microsoft® 501 Server to be used by iSupport. Then click Mest .

ff the Microsoft® SGL Server information below is incamect, change it to reflect the comect
S0 Server.

OB Server: LELSOFT j

¥ Install iSupport SQL Server Reporting components
SGL Server Reporting URL: |htt|:u:.-’£LElLSEIFT /ReportServer

< Back Mendt = Cancel

Note that it's a good idea to install SQL Server Reporting functionality now because there are
more configuration steps involved if you choose to install it later.

When the Install SQL Server Reporting checkbox is selected, the Windows user account is
checked for the required SQL Server Reporting Services permission(s). An error message will
appear if the permissions are not in place; go to the following link for information on
managing permissions and security for SQL Reporting Services:

http://technet.microsoft.com/en-us/library/ms156014.aspx
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11 The iSupport Services User Account dialog appears for creating or selecting the user account
for the process identity for iSupport services. See “Determining User Accounts for Accessing

44

Your SQL Server” on page 23 to determine your selection in this dialog.

If installing to a remote SQL server with Windows authentication, you must use an existing
domain user. Before making a selection in this dialog, see “Creating a Domain User Account for
the iSupport Services User Account” on page 28 to create this domain user account. Note that
you cannot use the domain user account selected for the iSupport Web Application User

Account.

iSupport Services User Account

iSupport Wizard 9.5.0

Specify the security context to be used by iSupport. Then click Next.

=10 x|

will operate.
* Create New Local Account
{” Choose Existing Account

The user account specified will be the securty contesdt under which the iSupport Services

User name: |i5|.||:u|:n:|rt Sve

Full name: IiSuppDrt Services Account

Services.

Description |A-count used forthe process identity for the iSupport

Password ||

Confirm I

< Back

Mend =

Cancel

Do one of the following:

m Select Create New Local Account to create an account and change the default user name,
full name, and description if necessary. Enter the password in the Password and Confirm
fields and click Next. This account will be added to the Administrator’s group after it is

created.
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m Select Choose Existing Account to select an existing user account and enter the password.
(Choose this option if you wish to use an existing domain account; the server on which
iSupport is installed must be in the same domain as the iSupport databases if the databases
are not installed locally.) This account must be a member of the Administrator’s group on

the local machine. Click Next.

ET

iSupport Services User Account
Specify the secunty context to be used by iSupport. Then click Next .

The user accourt specified will be the securty contexd under which the iSupport Services
will operate.

{~ Create New Local Account
{* Choose Existing Account

llser name: I Browse |

Password I

< Back Mext = Cancel
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12 The Review Settings dialog appears with your selections; if you need to make a change, click

Back. To proceed with the installation, click Next.

iSupport Wizard 9.5.0 -0 x|

Review Settings

The following information will be uzed to perform the installation. To change a setting, chck B ack.
To start the inztallation process, click MNest.

Inztalling iSuppart werzion 9.5.0.0

|»

Creating application pool; iSuppart &ppPioal
Creating uger account; iSupport
Creating zervice account: iSupportSyc

Inztalling the 1Support Desklop
Phyzical Directary: C:\Program Files\cSupports B epClientt,
Yirtual Directony: Bep

Inztalling the cSupport, cSupport_Archive, cSupport_Workflow, cSupportReporting, cSursey
and chzzet databazes
Semer UIPGRADES

Ilzing SOL Server Reporting Server located at: —
LRL: http: #AUPGRADES /ReportServer _I

< Back Mext » Cancel |

13 The installation begins. Note that messages will appear if you are using a remote SQL server

46

and the domain account(s) do not have permission to access the server; see “Creating Domain
User Accounts” on page 24 to configure your domain accounts.
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14 If you installed iSupport’s SQL Server Reporting functionality and the installation was
successful, the following dialog appears when the installation is complete. Click Next.

isupport Wizard 9.5.0

ISuppert

ISupport Installation Completed

Inztallation complete.

Click Mest to continue.

M et >

Further dialogs will appear for you to send information to GWI for quality improvement and/or

assistance and troubleshooting.
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15 From the Start menu, select Administrative Tools | Computer Management. Expand the Services
and Applications section and select Services. Verify that the status of the following services are
set to Started with a startup type of Automatic. If an error message appears when attempting
to start these services, call GWI Support.

m c.Support Agent Manager
m c.Survey Agent Manager

m SQL Server FullText Search (2005 SQL Server) or SQL Full-text Filter Daemon Launcher (2008

SQL Server 2008)
2, Services
File  Action Wiew Help
e = | HmER @PE s 0w
MName /7 | Descripkion | Skaktus | Skartup Tvpe
% MET Runtime Cptimization Service w2.0,5072,,, Microsoft \MET Fram,.. Mariual
%.ﬁ.lerter Matifies selected us.., Disabled
%Applicatiun Experience Lookup Service Processes applicakio...  Started Aukamatic
%Applicatiun Laver Gateway Service Provides support For... Manual
Application Management Processes installatio, . Manual
%ASP.NET Skate Service Provides suppork For ... Manual
%Autumatic Updates Enables the downlo...  Started Aukomatic
Background Inteligent Transfer Service Transfers data bebw,., Started Manual
. Support Agent Manager This service perform...  Started Aukomatic I
@E.Survey Agent Manager Provides a manage... Skarted Automatic |
5y Services
File  Ackion Wiew Help
= |HEFEHER PE > e e
sqQL % Services (Local) | Mame  # | Description | status | startupTepe |
Server %Special Administration Console Helper Allaws administratar, ., Manual
2005 %SQL Server (MSSQLSERYER) Prowides storage, pr...  Started Automatic
%SQL Server Active Directory Helper Enables inteqgration ... Disabled
%SQL Server Agent (MISOLSERVER) Executes jobs, moni...  Started Aukamatic
%SQL Server Analysis Services (M33QLSERYER)  Supplies online anal...  Started Automnatic
%SQL Server Browser Provides SQL Server... Started Autornakic
creates Full-t...  Started Automatic
T
Ele Acton View Help
soL Ll 3| sl NERENENN ? Nl N NN
Services (Local) .
Server -q Services (Local)
2008 SQL Full-text Filter Daemon Name = | Description | Status | Startup Typel
Launcher (MSSQLSERVER) " Secure Socket Tunneling Protocol Service Provides s...  Started Manual
] S+ Security Accounts Manager The startu...  Started Automatic
Start the service v Server Supports fil...  Started Automatic
“+ Shell Hardware Detection Provides n...  Started Automatic
Description: 5L UI Motification Service Provides 5...  Started Manual
Service to launch full-text filker daemon “% Smart Card Manages a Manual
process which will perform document ; )
filtering and word breaking for SQL Smart Card Remaval Policy Allows the ... Manual
Server full-text search. Disabling this . SNMP Trap Receives tr... Manual
S]‘Ers\"icl_eé“'i" make f“”'_TEElt search features 2% goftyare Licensing Enables th... Started Automatic
SRS e S “+. Spedial Administration Console Helper Allows adm. .. Manual
. 50QL Active Directory Helper Service Enables int... Disabled
SS...  Service tol... Automatic
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These services require and are dependent upon the response of the SQL server.
Depending on your environment and the location of your SQL server, for these
services, it is recommended that you define a dependency on the SQL server.

16 Set up your system to relay email. Use the following steps if you are using IIS:

a On the server on which the mail application is installed, from the Start menu, select
Administrative Tools | Computer Management. Expand the Services and Applications
section and then expand Internet Information Services.

b Right-click on Default SMTP Virtual Server and select Properties. On the Access tab, click the
Relay button in the Relay Restrictions section.

¢ Use the Relay Restrictions dialog to ensure that the server on which iSupport is installed is
allowed to relay email. Use any IP address the iSupport web site is configured to use.

Starting the iSupport Application

1 Using Microsoft® Internet Explorer® 7 or 8, Mozilla® Firefox® 3.5, Google™ Chrome 3.0, or
Apple® safari® 4.0, navigate to the following: http://<servers/<virtual directory in which the
Desktop is installed>/

If you accepted the defaults during the installation process, this URL would be: http://<server>/
Rep

the iSupport user has Modify permissions to the License.lic file and the following folder:

v If an error appears regarding a missing or invalid iSupport License.lic file, ensure that
C:\Documents and Settings\All Users\Application Data\Microsoft\Crypto\RSA\MachineKeys

2 The Login dialog appears; type the following:
User Name: Administrator
Password: password

This login is associated with the System Administrator support representative profile which is
set up by default for initial access to iSupport.
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The Configuration Wizard appears for you to set basic configuration options that will get you
started with iSupport.

Welcome

L]
. The iSupport Configuration ‘Wizard will walk wvou thraugh the basic steps necessary Far canfiguring
iSuppork, You can:

# Enter the application URL and mail options

- & St up support representative groups For use in group-based rouking, permission
Welcome assignment, and reparting

# Create suppott representative profiles for those using iSupport

Your entries are saved in the iSupport Configuration module every time you complete fields on a
screen and click Mext, You can click Cancel ak any time,

Firish

To Fully configure iSupport after exiting the wizard, choose Configuration on the iSupport Desktop
Selection menu,

Be sure ko consult the iSupport User's Guide and Administrakor's Guide For detaied information.

Mext I Cancel |

You'll be able to enter the application URL and mail options, set support representative groups
and profiles, and enable notifications. Be sure to set up a support representative profile in the
Administrators group for yourself; members in the Administrators group will have access to the
Configuration module and administrative views.

A diagnostic report will be generated at the end of the wizard to document your settings.
When you initially access the Desktop from the wizard, log out and then log back in using the
profile you created for yourself.

Following instructions in the iSupport Asset Administrator’s Guide, use the Configuration tab
to enable additional features and fully configure iSupport. Start with the Global Configuration
screen, then create support representative groups and profiles, and then continue with the rest
of the configuration options. The iSupport Asset Administrator’s Guide is available in PDF
format via the Administrator’s Guide PDF option on the Desktop Help menu.

Following instructions in the iSupport Asset User’s Guide, use the options on the Desktop
action menu (green arrow icon) to create Customer, Company, Asset, and Software License
Profile records. The iSupport Asset User’s Guide is available in PDF format via the User’'s Guide
PDF option on the Desktop Help menu.
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Uninstalling iSupport

If you need to uninstall iSupport, use the following steps.

1 Run the Setup.exe. The following Welcome dialog appears; select Uninstall and click Next.

iSupport Wizard 9.5.0

Suppert
" Install
" Upgrade
& Uninstall

Welcome to iSupport &

=101 x|

This wizard will guide you through the steps necessary to install
iSupport, upgrade to the cument version, or uninstall iSuppart.

Select the type of action you would like to perform and click Meat.

Build Mumbser: 100

< Back

Mext =

Cancel

2 A verification prompt appears; click Yes to continue with the Uninstall process.
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The Uninstall Options dialog appears; select the components to uninstall and click Next. Note
that when iSupport Asset is installed, files supporting functionality in other editions of

iSupport are also installed but not accessible.

m If you uninstall the Desktop, it will remove the iSupport application.

m If you uninstall the End User Desktop, it will remove the End User Desktop files.

m |f you uninstall the Mobile Desktop, it will remove the Mobile Desktop files.

m |f you uninstall the cSupport database, all of the application data (including archived

incidents) will be removed.

Regardless of whether the iSupport Databases checkbox is selected, the entire cSupport

0 directory (including backups) will be deleted if:

* You uninstall both the Desktop and End User Desktop.
* You have not installed the End User Desktop and choose to uninstall the Desktop.
* You have not installed the Desktop and choose to uninstall the End User Desktop.

isupport Wizard 9.5.0

iSupport Rle Path
Specify the location of the iSupport installation and click Mext.

=101 %]

The wizard will uninstall iSupport from the following folder.

installation.

If the folder below is notcorrect, change it to reflect the location of your iSupport

Destination Folder

C:Program Files“cSupport

Browse... |

< Back

Mext >

Cancel |

If uninstalling iSupport databases only, go to step 5.
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4 The iSupport File Path dialog appears. If your iSupport application was not installed in
c:\Program Files\cSupport, click the Browse button to select the location in which iSupport is
installed. Click Next.

iSupport Wizard 9.5.0 . =10 x|

iSupport Rle Path
Specify the location of the iSupport installation and click Mead.

The wizard will uninstall i Support from the following folder.
If the folder below is not correct, change itto reflect the location of your 1Support

installation.
Destination Folder
C:“Program Files cSupport Erowse... |

< Back Next > Cancel |

Uninstalling iSupport
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5 The Database Selection dialog appears for you to specify your Microsoft SQL Server.

54

isupport Wizard 9.5.0

Database Selection

Specify the Microsoft® S0L Serverto be used by iSupport. Then click Nexd.

=101 x|

SGL Server.

if the Microgoft® SQL Server information below is incomect, change it to reflect the comect

DB Server: '_BLSEIFT

i

< Back

Mext =

Cancel

The name of the current SQL server appears in the DB Server field; select or change it to the
name and location of a different server if applicable.

The connection is validated; if an error appears, verify that SQL Server is running.
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6 The following dialog appears: click Back to change a setting or Next to start the uninstall
process.

isupport Wizard 9.5.0 = 0] x|

Review Settings

The fallowing infarmation will be uzed to remove the iISuppaort application. To change a setting,
click Back. Tao start the uninstall process, click Mest,

Uninztalling iSuppart werzion 95000 :I

Fermaving the iSuppaort Dezkiop
Fhuszizal Directony: C:5\Program FileshcSuppart R epClisnt
Ay virtual directories uged to access the iSupport Deskhop.

Rermoving the cSupport, cSupport_Archive, cSupport_Workflow, cSurvey, and chezet

databaszes and all of the data contained within them.
Server. UPGRADES

[

< Back Mext » Cancel |

7 The following dialog appears when the uninstall is complete; click Finish.

iSupport Wizard 9.5.0

1ISupport Uninstall Completed

Uninstall complete.
If yvou are performing a full uninstall, also delete the following:
* iSuppart application pool (iSuppart AppPool by default)
- ) (in the Internet Information Services Manager
-
lbui:rlml L dialog under Application Poals).
* iSupport Services user account (ISupportSve by default)
* iSupport Web Application user account (iSupport by default)
To delete user accounts, go to Local Users and Groups in the
Computer Management dialog.

You will 3lso need to remove the iSuppart Services user
account (iSupportSve by default) and 1Support Web
Application user account (iSuppart by default) logins from the
SGEL server.

For instructions, see the iSupport Installation Guide.

Click Mext to continue.

Meat =

Uninstalling iSupport
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8 If you have created multiple End User Desktop interfaces, you'll need to delete those
associations (web sites, virtual directories, etc.).

Removing the iSupportAppPool and User Accounts

Follow the steps below if you are on Windows 2003; see page 57 if you are on Windows 2008.

Configuring Windows 2003

1 Access Internet Information Services (IIS) Manager. In the Internet Information Services (l1S)
Manager dialog, expand the local computer section. Expand the Application Pools folder.
Right-click on c.SupportAppPool and select Delete.

t Internet Information Services (II15) Manager

V9 File  Action  Wiew ‘Window  Help
e |m R RmE(8])r =

i P§internet Information 5 5 Cormpuker | Laocal | Yersion
-5 § UPGRADES (lacal c':'mputer} S JUPGRADES (local computer) Yes 115 ¥6.0
El i ﬁ.ppllcatln:ln Pools
- g_., DefaulksppPaoal
H - g_,_ Report3erver
| g_',_- iSupport AppPool
[+~ “Web Sites
- _ | Web Service Extensions

2 Select Start | Administrative Tools | Computer Management. In the Computer Management
dialog, expand Local Users and Groups. In the Users folder, delete the c.Support Web
Application and Services user accounts (iSupport and iSupportSvc by default).

I Ccomputer Management i [m] |
=) File  Action  Wiew Window  Help | =] =]
&= | BHEEb R &
Q Computer Management (Local) Marne | Full Mame | Diescripkion |
B @ System Tools E.ﬁ.dministratur Built-in account For administering the. ..
. @ Ewvent Viewsr QASPNET &5P.MET Machine Account &ccount used For running the ASP.M,.,
! % Shared Folders 7 Guest Built-in account For guest access ko k..,
El Local Users and Groups Eiﬁuppurt iSupport Web Application ... Account used For the warker proces. ..
{ W= @iﬁuppnrtSvc iSuppork Services Account Account used For the process identit. ..
T Pt roups ) d Alert IUSR_QASER... Inkternet Guesk Accounkt Built-in account For anonymous acce...
: DZLE;T:;:: ;:urgs ane Alert @IWAM_QASE. «. Launch IIS Process Account  Builk-in account For Internet Informa, .,
= . QSUPPORT_SS. .. CM=Microsoft Corporation...  This is a vendor's account for the He. ..
£l @ Storage
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Configuring Windows Server 2008

1 Access Internet Information Services (IIS) Manager, expand the server, and select Application
Pools and then select iSupport AppPool.

2 The application pools appear;

Internet Information Services (I1S) Manager

@@ [Q » OS-SRV03 »  Application Pools

QQ! Application Pools

€- |78
- Start Page

F1-€5 05-5RVDS (GWIVkienle)
|5} ‘Application Pools

This page lets you view and manage the list of application pools on the server. Application
pools are assocated with worker processes, contain one or more applications, and provide
isnlation among different applications.

& Sites
Filter: » Bl G0~ (& show Al | Group by: &
Mame = | status | .NET Frame... | Managed Pipeli... | Identity
1],é,,,“i"li:lassju:: MET App... Started w20 Classic MetworkService
J__;,,"'Default.ﬁ.ppPuul Started w20 Integrated MNetworkService

w20

LR

iSupport AppPool  Started Integrated MetworkService

3 Select the Application Pools in the navigator on the left and then select the iSupport AppPool.
Select Remove from the Actions menu.

@—@ [Q } OSSRV0S * Appication Pools ] ~ e -

_ @ Application Pools _
¢-H|Z |8 ;! |2 Add Appiication Poal...
-5 Start Page Set Application Pool Defaults.
Elqg 0S-SRV0S (GWIVkienle) This page lets you view and manage the list of application pools on the server. Application Application
oo = pools are assodated with worker processes, contain one or more applications, and provide Application Pool Tasks
il Application Pools isolation among different applications.
@ Sites B Start
Filter: - %Gn L4 % Show All | Group by: B Stop
Mame = | status | .NET Frame... | Managed Pipel... | 1dentity 2 Recyde...
@Class'.ic MET App... Started w20 Classic MetwarkService - .
QﬂehultﬂppPool Started w20 Integrated MetworkService s,
isupport AppPool  Started Integrated MetworkService D Basic Setfings...
Recyding...
Advanced Settings. ..
Rename
x Remove

Uninstalling iSupport
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Getling Help

This is a free utility and support is not included. Comments and feedback can be sent to
iSupportAsset@GWI.com.
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