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Agenda for today

• TOPdesk’s vision

• Demo of new & upcoming features

• Overview: what’s next?

• Finding more information

We’ll email you an overview 
tomorrow



TOPdesk’s vision; 
the faster way to 
Service Excellence
“Guide organizations to achieve service 

excellence by getting people engaged, 

empowering them to work better together”





The features we’ll demo today:

• Asset Management

• Public knowledge items

• Chat

• Share & Subscribe

• Collaboration platform

• Artificial intelligence 

• Workflows

• Mobile



Do-it-yourself imports Azure AD and 
Assets

What: Customer-facing import wizard for Assets and Azure AD

Why: Improving self-reliance for creating and adjusting imports
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Do-it-yourself imports Azure AD and 
Assets

Version: Available on SaaS, aiming for Q2 on-premises

More information: blog.topdesk.com/updates/importing-made-easy

https://blog.topdesk.com/updates/importing-made-easy


Import from local AD

What: Import persons from local AD in the import wizard

Why: Improving self-reliance

Version: Aiming for Q2 on SaaS, Q3 on-premises



Actions for Asset Management
Manual http requests

What: Manually triggering a series of http requests from an asset card

Why: Allowing to trigger integrations and first step towards emailing



Actions for Asset Management – manual http requests
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Actions for Asset Management
Manual http requests

Version: Available on SaaS, aiming for Q2 on-premises



Actions for Asset Management
Manual and automatic emails

What: Sending emails from Asset Management, both manually and

automatically (e.g. license expires)

Why: Signalling users when something is up with their assets



Actions for Asset Management – manual and automatic emails
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Actions for Asset Management
Manual and automatic emails

Version: Q2 on SaaS, aiming for Q3 on-premises



Permissions per asset type

What: Configure read/write permissions for Asset Management on a template 

level

Why: Different departments or operator groups shouldn’t be able to see each

other’s assets



Permissions per asset type



Permissions per asset type



Permissions per asset type



Permissions per asset type

Version: Available on SaaS and part of the Q1 on-premise release

More information: blog.topdesk.com/updates/permissions-per-asset-type

https://blog.topdesk.com/updates/permissions-per-asset-type


Public knowledge items

What: Knowledge items that you can make available outside of TOPdesk

Why: Enabling shift-left by offering knowledge to users that don’t have an 

account in TOPdesk
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Place an iframe on 
any website
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Public knowledge items

Version: Available in Labs on SaaS, aiming for Q3 on-premises

More information: blog.topdesk.com/updates/public-knowledge-items

https://blog.topdesk.com/updates/public-knowledge-items


Chat

What: A new TOPdesk module offering a native chat solution in TOPdesk

Why: Enabling customers to be reachable through multiple channels
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Chat

Version: Available in Labs on SaaS; On-premises Q2 or Q3

Paid module: 2 module points 

More information: page.topdesk.com/chat

https://page.topdesk.com/chat


Chat queues

What: Operator groups in Chat

Why: Enabling routing of incoming chats to directly connect you to the correct 

operator

Version: Q2 on SaaS, Q3 on-premises



Basic Collaboration Platform

What: One central platform to connect multiple service management 

applications.

Why: To achieve service excellence over the full service chain by improving the

collaboration with third parties.



Let’s first take a look at the message
sharing possibilities.





Send a message to your supplier to get help



This creates a linked call at the supplier, which enables them to respond



Keep each other in the loop to resolve the call



Secondly, let’s see how you set this up.



Initiate the connection to another TOPdesk



And confirm it on the other side!



Basic Collaboration Platform

Version: Available in Labs on SaaS in Q2

NL-3 data center hosted instances only

More information: page.topdesk.com/collaboration-platform

https://page.topdesk.com/collaboration-platform


Share & Subscribe from the SSP

What: Sharing relevant calls with another affected user from the Self-Service

Portal.

Why: To further enable the sharing of knowledge between users and, in the 

end, improve their collaboration.
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Share & Subscribe from the SSP

Version: Available on SaaS in Labs

More information: blog.topdesk.com/updates/sharing-calls

https://blog.topdesk.com/updates/sharing-calls


Share & Subscribe as an operator

What: Sharing relevant calls with another affected user as an operator.

Why: To further enable smooth collaboration between users.



Sharing a call as an operator



Share & Subscribe as an operator

Version: Aiming for Q2 on SaaS in Labs



Let’s talk about
Artificial Intelligence



Smart Categorization (AI)

What: Machine learning for categorization suggestions

Why: Help operators register calls more quickly and immediately gain the

benefits of categorization for follow-up



Category suggestions with machine learning



Smart Categorization (AI)

Version: Available on SaaS in Labs



Automatic knowledge translations (AI)

What: Use external AI via our API to translate knowledge items within TOPdesk

Why: Save customers time and costs by automating the knowledge translation

process

Version: Aiming for Q3 on SaaS



Resolve Time Predictions (AI)

What: Predictive Analysis with AI to predict and present predicted resolve times 

of calls.

Why: Improve Service Excellence by proactively supporting operators and/or 

end-users.

Version: Aiming for late 2019 on SaaS



Tasks & Workflows



Checklists in second line incidents

What: Checklists in second line incidents

Why: Templated sub-tasks for easier collaboration and consistency in incident 

resolution
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Checklists in second line incidents

Version: Available on SaaS in Labs, aiming for Q4 on-premises

More information: blog.topdesk.com/updates/checklists-in-calls-templates

https://blog.topdesk.com/updates/checklists-in-calls-templates


Checklist template manager

What: Overview to manage checklists

Why: Gives control over the number of templates and their content, ensuring 

quality and reliability
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Checklist template manager

Version: Available on SaaS in Labs, aiming for Q4 on-premises

More information: blog.topdesk.com/updates/checklists-in-calls-templates

https://blog.topdesk.com/updates/checklists-in-calls-templates


Sequential workflows

What: Sequential workflows with tasks depending on each other

Why: Enabling complex changes (for example across departments) to be

worked on at the right times

Version: Aiming for Q3 on SaaS



Mobile for operators

What: Progressive Web App based on the new Task system 

Why: Enabling working on your todo anywhere and anytime
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Version: Aiming for Q3 on SaaS



Overview what else is built or coming up

• Kanban board enhancements

• Asset Management organizational filters

• Virtual appliance

• OData filtering

• Response times agreements & reporting

• Work instructions for operators

• Asset audit

We’ll email you an overview 
tomorrow



Finding more information

Update blog and monthly newsletter blog.topdesk.com/updates

Roadmap productroadmap.topdesk.com

Release notes releasenotes.topdesk.com

https://blog.topdesk.com/updates
https://productroadmap.topdesk.com/
https://releasenotes.topdesk.com/


Thank you for attending

We’d love to hear from you!

topdesk topdesk


