
 

(Formerly TIPWeb-IT)     

Release Notes – Version 12.4 & 1.16 
 

Frontline Education is happy to announce the release of Asset Management 12.4 & 
TIPWeb-IT with RFID mobile application 1.16 which includes the following 
enhancements:   
 

1. Help Desk: Create Help Desk Tickets from Asset Management (12.4) 
2. Reconcile Tags on District Initiated Audits & Transfers (12.4) 
3. Audits: Delete District Initiated Audits (12.4) 
4. Status: Bulk Enable in Google G Suite MDM (12.4) 
5. Mobile App: View Help Desk Ticket on Mobile when Associated with a Tag (1.16 

Mobile) 
 
1.TIH-519: CREATE HELP DESK TICKETS FROM ASSET MANAGEMENT 
 
 
The integration between Asset Management and Help Desk now supports the ability to create a Help Desk 
ticket from Asset Management. The district will decide which asset status changes will prompt the end user 
to create a help desk ticket. Once the asset status change has happened, the end user will be prompted to 
create the ticket.  
  
Asset status changes to create a help desk ticket will take place in the Tag Information modal, site-to-site 
transfer, and Quick Collect. Bulk status changes (tags grid, site to warehouse, warehouse to site, room to 
room transfers and audits are not covered in this release.)  

 
   

 
Notes: 

• Create ticket statuses must be enabled in the Integration Settings 
• All product types can create a ticket in the help desk system  
• A help desk ticket does not need to be created, even if the status change prompts it  
• Non-help desk users can create a ticket as an unattended user 
• Asset Management will populate the user’s email from the user profile, however, if a user does 

not have an email in their profile it will ask for an email to be provided  
• The help desk ticket will be created following the rules of email-submitted tickets 
• Help Desk tickets will be created in Site-to-Site transfer, Tag Modal, and Quick Collect  

  



Setting Up Status Change: Create Ticket 
Admin view > Integration Settings > Help Desk   

 

1. Under the Admin tools select the integration settings. 
 

 
2. Select the check box to enable status change to create ticket. 

 

 
  



3. Select the statutes that will create the ticket. 
 

 

  



Steps to Create a Ticket 
 

1. Tickets will be created in real-time when the asset tag status has been changed on the Tag Modal, 
Site to Site Transfer, and/or Quick Collect pages. Note: The fields below are the only fields 
populating for the create ticket. This feature works the same as an emailed ticket through the Help 
Desk.  

 

 

• When the ticket is Submitted By an authenticated Help Desk User (authenticated via email) the 
ticket will be created without error and will have the user’s name associated to the ticket.  

• When the ticket is Submitted By an Unattended Account in the Help Desk, the email will become 
the user name in the system, the same as an Unattended Account in the Help Desk currently. A 
notification will prompt the user to decide whether or not to move forward. Activate Unattended 
Accounts in the Help Desk by navigating to Admin > User Management > Unattended Accounts to 
complete the required user details for an Active User account in Help Desk. 
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is mentions Site to Site transfer here but not above in the second paragraph of this feature. its not included in the wording.
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Just fixed it in the first paragraph. They were able to squeeze site-to-site in. @Anna Gibbs 



 

2. When a ticket has been created, the popup will show the link to get to the ticket created. 

 

3. Pending user permission, by clicking the link on the popup, the user may not be able to see the ticket. 
If the user does not have access to view the ticket, they will see this error message. By clicking to the 
previous page, it will bring the user back to Asset Management. 

 

 

  



4. If they do have access to view the ticket they will see: 

 

  



5. When tickets are created at the site, the notification dashboard will show “Successful Ticket 
Creation”, “Failed Ticket Creations”, and “Pending Ticket Creations” along with a purple toaster to 
show how many tickets you have created.  

 

 

  



6. At the admin site, admins will be able to see notifications across all sites for “Successful Ticket 
Creation”, “Failed Ticket Creations”, and “Pending Ticket Creations”. Each link is clickable to provide 
more information.  

 



 

Creation Source where the status change happened 
Requested Tag Status what status change caused the create ticket 

Retry Count how many retries did the system make to create the ticket? A failed ticket may 
happen due to the connection between the sites being disconnected. The 

system will try a max of 3 times to create a ticket. 
 

  
Notes: 

• If the connection between Help Desk and Asset Management is momentarily disconnected, 
Asset Management will attempt to create the ticket three times. If the create ticket was 
unsuccessful, a notification will be present at the site level notification dashboard.  

• As a ticket is created, a toaster will pop up with the ticket number  
• Tickets created will show up in the ticket history section of the tag modal  
• When the toaster pops up, the end user can click on the ticket number to be navigated to the 

ticket in Help Desk. The user will have to authenticate in the Help Desk system.  
• Not Included: Audits, site to warehouse, warehouse to site, and room to room transfers, and 

bulk status changes on the tags grid are not included in this release.  
• If the asset management user does not have Help Desk, the Help Desk Integrations box will 

appear. If they click the Status Control box, nothing will happen.  
• Not Included: Email notifications when a ticket is created are currently not supported. Email 

updates to the ticket will be emailed per the district’s preferences.  
 



2.TIH-1 AUDITS RECONCILED ON DISTRICT INITIATED AUDIT AND TRANSFER 
 
When an audit is created and a tag is on the audit and a transfer reconciliation will remove or complete tags 
on transfers when tags on the transfer site no longer match the origin site of the transfer. 

   
1. On the audit, during reconciliation, if a tag is on a transfer the transfer will be completed if the 

destination site matches the audit site and the transfer is in “In Transit” or “Receiving”  

 

  



 

 

 
2. On the audit, during reconciliation, if a tag is on a transfer the transfer will be removed if the 

destination site does not match the audit site and the transfer is in “In Transit” or “Receiving” 
 

 

  



 

3. On the audit, during reconciliation, if a tag is on a transfer the transfer will be removed from the 
transfer when the transfer is in the status of "New", “Submitted” or "Pending Approval". 

 

 

 

  



 
 

Notes: 
• Parent tags cannot be reconciled in bulk, therefore this feature will not work with component 

or parent tags in bulk but each individual tag will need to be reconciled  
• Right now, if a transfer is empty due to the reconciliation process, there is no reason given to 

the user and no note in the transfer or report as to where the tags went. This is for a later 
release  

  



3.TIH-394 DELETE DISTRICT INITIATED AUDITS 
 
Administrative Admin Users can now delete a District Initiated Site Audit when no actions have been taken 
on the audit. Audit can be deleted when in “New Status”.  
  

1. Delete Icon will now be present on the audit screen. 
 

 
2. A popup message displays, confirming the audit to be deleted. 

 

  



3. Upon confirming the audit to be deleted, it will no longer be an active audit and all tags will be 
released.  

 

 

Notes: 
• Audit history will be removed from the individual tags 
• An Audit cannot be deleted if items have been scanned (Audit is “In Progress”) 

  



4.TIH-453 BULK ENABLE IN GOOGLE G SUITE MDM 
 
The Google MDM integration now supports the end-to-end management of the Status of the asset tag in 
Asset Management. The Google MDM integration has been enhanced to trigger an automatic Active 
command to Google Console to enable the device when a tag is moved out of your selected disable device 
status.   
 
Asset tags moved out of the statuses selected to be disabled in G Suite will be automatically enabled 
through processes like bulk edit on the tags grid for a status change or a status change during an Archive of 
an asset. (Asset tags moved out of the statuses selected to be disabled in G Suite will be automatically 
enabled through processes like Issue to Staff, Issue to Student, Quick Collect, Room to Room, Tag Detail was 
released in version 12.3) 
 

 

 
Notes:  

 
• Disable statuses must be set up for Enable to impact your G Suite assets (See steps below 

Setting Up Disable Statuses For G Suite)  
• Assets will be enabled in the Google Console at the time the status is changed, while disable is 

processed each night  
• MDM Status field can be used to verify the enable status change was synced to Google  

  



Setting Up Disable Statuses for G Suite 
Admin view > Integration Settings > G Suite MDM   
 

 

1. Under the Admin tools select the integration settings. 

 

2. Select the check box for disable in G Suite. 

 

  



3. Select the statues that will be disabled in G Suite. 

 

4. During the nightly run the Assets will be disabled in the Google Console.  
 

Notes:  
 

• The first time Disable is set up it will run to disable all tags in Google Console in those status 
immediately  

• In following days the change of a tag status will run the disable nightly 
• Bulk Edit through Transfers is NOT included in this release 

  



5.TIM-384 VIEW HELP DESK TICKET IN TIPWEB-IT WITH RFID MOBILE  
 

When searching for a tag on the mobile application, a user can now view ticket details and all ticket history 
for a tag.  

Manage > Search > Enter Tag/Serial > Ticket History 

 

  



By clicking on a ticket in the ticket history, it will open the ticket in the mobile application.  

 

 

Notes: 

• The status colors match the status colors in the Help Desk and are hard coded 
• The priority icons on the right side follow the “default” priorities in the Help Desk, if you have 

changed the default, that change will not be present in the mobile application  
• No change can be made to the ticket in the mobile application, the user can only view the ticket 

information  
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