Quick Reference Guide

Xapity Send Email

The Send Email task is a component of Xapity Mail that allows an analyst to send an email from the
Service Manager Console. It does not require Outlook or any other email client to be installed and uses
the Service Manager Notification Channel to send the email.

Send Email can use Service Manager Notification Templates to add details of the Work Item directly into
the email. It supports rich text editing and attachments.

[IR4] - Phone Issues - No voice mail option - Message (HTML) - [u] X
B L | -
- From Brielle DeSilva@Xapity.Lab
“ To Latonya.Roman@Xapity.Lab:
Send
cC Johnnie.Naughton ®Xapity.Lab:
Subject [IR4] - Phone Issues - Mo voice mail option
|Incident Details
Incident: [IR4] - Phone Issues - No voice mail option
Support Group: VIP Support
Affected User: Roman, Latonya
Assigned To: Naughton, Johnnie
Priority: 9
Status: Active
Classification: Hardware Problems
Created Date: 5/13/2016 8:52:22 PM
Description: Voice Mail is not werking
This e-mail was generated by the Xapity Mail Send Email task.
From To
The From address is set by the administrator. This The To field will display the:
can be changed if other addresses have been e Affected User
enabled. With Xapity Teams integration, shared e Created By Analyst
mailbox addresses would be available. e Assigned To Analyst
From | SYS-SCSMWorkflow®@XapityLab e Primary Owner
S . .
b Phone@xapity.lab ¢ Other User registered in SCSM
Send vip@uapity.lab
S¥S-SCSMWorkflow@Xapity.Lab ~ From  Briclle DeSiva@Xapity Lab
Brielle.DeSilva@Xapity.Lab end To
=" Callow, Bobby 3 Bobby.Callow@Xapity.Lab
Lovelass ! Bobby.Callow2@Xapity.Lab
Affected Uszer Iz
Other User De Silva, Brige
The Other User option in To and CC allows the
analyst to choose any user that is in the Service Cther User..

Manger Configuration ltems.
Analysts can choose the email address to use if the

W select ojects user has multiple addresses.
; st et et s Or can manually type in one or more email address-
£ v A= es separated by a semi-colon.

Mame Class Path

From SYS-SCSMWorkflow@Xapity.Lab

et
Send

To Bobby.Callow@Xapity.Lab: type.in@address.com:

cc
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CC

CC field has the additional option of sending an
email to the current analyst or to a Team email
address if Xapity Teams has been installed and

configured.

In this example, the analyst is a member of 3 Teams
and can see three additional emails addresses.

Ivl From 5¥Y5-5C5Mworkflow@Xapity.Lab
_ |l
o ||

aGlen@xapity.lab

Send

EBrielle.DeSilva@Xapity.Lab
Carie.0shea@Xapity Lab
aGlen@xapity.lab

Aletha. O'Connor@Xapity.Lab

Other User
Notification Templates

Notification Templates can be created for each
work item type and enabled for analysts to use.

[IR26] - Phone Issues - Dialing out - Message (HTML)

Calibr
Assigned To User Notification Templ ater 1o Record

B 7 U ~ax

Uptions

D X¥apity.Lab

The analyst can choose the Template and details
from the job will be automatically substituted in to
the email.

Latonya.Roman@Xapity.Lab:
Send

cc Johnnie.Naughton @Xapity.Lab:

Subject [IR4] - Phone Issues - Mo voice mail option
|Incident Details

Incident: [IR4] - Phone Issues -

Support Group: VIP Support

Affected User:

Assigned To: Naughten, Johnnie
Priority: 9
Status: Active

Hardware Problems
5/13/2016 8:52:22 PI
Voice Mail is not wor

Classification:
Created Date:
Description:

This e-mail was generated by the Xapity Mail Send Email task.

Template Language

Notification Templates support multiple languag-
es and if configured for the selected Template,
allows the analyst to change the language and
apply the specific language template.

German (Germany)
Jap

Soanish (Soaind

anese (Japan)

The email subject and body will update to the
language template.

From SY5-SCSMWorkflow@Xapity.Lab
(=]

To
Send

cC

Subiact

Zugeordneter Vorfall: IR26

Sehr geehrte(r) Herr/Frau,

Der folgende Vorfall wurde Ihnen zugeordnet:

Vorfall-ID: IR26

Attachments
The analyst can add attachments to the email.

= i

Open *
Look in: | || Documents j £f EA
1 Mame . Date modified Type
A Created IR2340 - Auth test 7 Test Clone T4.. 4/29/2016 10:54 PM  Outlook It
Quick access . )
2] email 4/29/2016 10:40 PM HTM File
. 15 Phone Reference Guide 3/25/2016 6:39 AM Microsoft
Desktop [ |Phone Support Instructions 5/25/2016 6:39 AM Microsoft

Other Features
e Allows the Analyst to edit the email body and
subject before sending the email.
e Updates the Action Log (if available on the
work item) with basic details of the email.
e Option to attach a copy of the email to the
work item.
e Multi language Spell Check Dictionaries

\Xapity Service Manager Tools — www.xapity.com

©2017 XAPITY PTY LTD. All Rights Reserved. )




