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Richmond SupportDesk can be rapidly implemented for e
interfaces adhering to the BECTA framework for ICT Technical Support (FITS) and ITIL® best practices.  Richmond SupportDes
adaptable to meet the needs of ICT Technical Support personnel, network managers, management and teaching staff needs and is 
licensed on a concurrent user basis. Licences can be “reserved” for individual support personnel and changed as required. The 
Richmond SupportDesk windows licence incorporates all of the following facilities. 
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Incident Management 
Log, p oritise and escalate incidents throug
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Automatic incident creation from incoming e-mails, immediate 
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errors. Skills based incident routing to appropriate ICT support 
staff for effective incident handling. Use customisable templates
for rapid capture of commonly recurring incidents. 
 
Problem Management 
Identify and resolve problems and provide workaro
known errors to minimise th
Automatic notification of all affected users with resolutions or
workarounds. Identifying and reporting on problem trends for
proactive support. 
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Richmond SupportDesk for Education 
The Richmond SupportDesk for Education Windo
provides educational establishment wide, best 
Service Management. Enabling cost reductions in the delivery
effective ICT service support, while improving staff and 
management satisfaction.  
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measures. 
 
 

nowledge ManagK
K
solve their own queries and bu
staff.  
 
 

ustomer SC
U
mail to individual or groups o
the level of service delivered. 
 
 

tegration In
In
is provided as 
and calendar details.  Microsoft Active Directory™ integration 
enables rapid setup and automatic updating of moves, additions, 
deletions and changes to users and computers. Links to OLE DB 
compliant data sources provide live views of external data. 

 
 

 

 
 
 



 
  Richmond SupportDesk 

 
 
 

 
Mobile and Internet Deployment 
 
Additional modules are available to further enhance the Richmond SupportDesk client licence for collecting PC inventory data as well 
as Mobile and Internet interfaces. The Mobile Client is licensed on a concurrent basis with each connection using a single licence. 
The Customer Web Interface licence provides unlimited end-users access to log and track support requests via the web. 
 

System Requirements 
 
Windows™ Client version 

• Windows™ 2000, XP, 2003  
• Pentium class PC (1000 Mhz or higher recommended)  
• Minimum 256 Mb RAM  
• Minimum 100 Mb disk space required  

  
Richmond SupportDesk Self Service Portal  
(web server requirements) 

• Windows™ 2000, XP, 2003  
• Pentium class PC  (1000 Mhz or higher recommended)  
• Internet Information Services (IIS) v5 or higher  
• Minimum 512 Mb RAM  
• Minimum 100 Mb disk space required  

 
Richmond SupportDesk Mobile 

• Microsoft Windows Mobile™ / Microsoft Pocket PC™ / 
Windows CE™ v3 or higher  

• Microsoft Activesync™ is required for Desktop PC installation  
• Minimum 200 Mhz processor  
• TCP/IP connection to enable connectivity to the service desk 

database Wi-Fi, GPRS/3G or Bluetooth  
 
Recommended server requirements 

• Microsoft SQL Server™ 7 or 2000, 2005.  
• 512 MB RAM.  
• Dual 1GHz Processors. 
• Disk space: 95-270 MB (250 MB for a typical installation). 
• 100-500 MB disk space for the system database. 

 
Additional Requirements 

• Database requirements, Microsoft SQL Server 
2000/2005/2005 Express Edition or MSDE 

• E-mail Service Module requires SMTP/POP3, SMS requires 
analogue modem 

PC Inventory, Mobile Client & Web Interface 
 
Richmond PC Inventory 
Richmond PC inventory functionality allows the automatic 
scanning of hardware and software information for PCs 
connected directly to your educational network. 
 
The collected hardware information includes the operating 
system version, processor type, memory usage, hard disk space 
along with the installed software.  
 
The details are then stored in your chosen database and can be 
viewed in Richmond SupportDesk. 
 
Richmond SupportDesk Self Service Portal 
The Richmond SupportDesk Web Interface enables staff to take 
ownership of their own incidents, logging, tracking and even 
accessing self help through the Richmond SupportDesk 
Knowledge Base, all via a web browser. 
 
Helpdesk operators can also publish Microsoft Office™ 
documents, HTML or PDFs to a web server for retrieval by 
users. 
 
Richmond SupportDesk Mobile 
Richmond SupportDesk Mobile provides ICT support staff with 
the incident management functionality of the Windows™ client 
module via a mobile device. 
 
The product can be deployed to any portable device that 
supports the Windows Mobile™ operating system. Connectivity 
to the Richmond SupportDesk database is provided via Wi-Fi, 
GPRS/3G or a Bluetooth connection. 
 
Richmond SupportDesk Trial Verison 
Please visit www.richmondsys.com/education to download trial 
versions of the Richmond SupportDesk, Self Service Portal and 
Mobile for education software.  
 

  
  
Consultancy, Maintenance and Support 
 
Consultancy Services 
 
Our Services include: 
 

• Planning 
• Implementation 
• Training 
• ITIL Best Practice 

 
 
Maintenance and Support 
 
We provide a comprehensive and scalable Upgrade and 
Maintenance Contract- this includes: 
 

• 12 months product maintenance including all new versions of 
the software 

• Unlimited technical support via phone, web and e-mail  
• On-site support where necessary 
• A dedicated website for access to product downloads and 

documentation 
 

http://www.richmondsys.com/education
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