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What's New in BMC Track-It! 11.2

BMC Track-It! 11.2 continues to improve its industry-leading position as the IT
help desk and asset management solution for small-to-medium-sized businesses
with new time tracking capabilities, stop the clock functionality and response time
SLA monitoring.

New Help Desk capabilities

To further enhance the help desk user experience, technicians can now:

»  Keep amore accurate record of the amount of time spent on a work order with the automatic work
order timer.

»  Manage SLAs and user expectations with the new Stop the Clock feature which allows technicians to
pause an SLA if there are circumstances beyond their control.

»  Ensure quick response times from your technicians using the new Response time SLA which
automatically sets an expected response time and then records the time of the first response by a
technician.
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Figure 1. New capabilities in BMC Track-It! make it easier for you to manage your help desk.

Administrative, integration, and usability improvements

This latest release of BMC Track-It! includes a variety of new capabilities that simplify administration,
improve the ability to integrate with other applications/systems and streamline the user experience.
More specifically, BMC Track-It! now includes:
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»  Web Services to allow integration with other software or systems

»  The automatic work order creation by email feature now supports IMAP email systems and the
Exchange WebService for those using hosted Exchange.

»  New Whitelist feature allows you to specify that only email from specific domains be processed
»  Email processing can now be set to only process during business hours

»  Disconnected Audit allows you to scan laptops of users who are not always on the company network,
transferring their scan data back to the server the next time they are on the network.

For More Information
To learn more about BMC Track-It!, please visit http://www.trackit.com/
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