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Agenda for today

• TOPdesk’s vision

• Demo of new & upcoming features

• Finding more information

We’ll email you an overview
afterwards



Vision 
Driving an excellent service delivery around 

the workplace as a prerequisite for 

organization’s success.





The key ingredients

Standard & Simple Collaboration Best of Breed
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Service Orientated
Architecture

Standard & Simple

Product strategy



Virtual Appliance release with services

What: First VA release to contain service-based functionalities (beta)

Why: TOPdesk is moving to a service orientated architecture, but new service-

based features weren’t available to on-premises yet. We’re closing that gap

Standard & Simple



Virtual Appliance release Standard & Simple



Virtual Appliance release with services

Version: 2019 R4, out now (beta)

More information: extranet.topdesk.com > My TOPdesk > TOPdesk latest version

Standard & Simple

https://extranet.topdesk.com/


Concept reduction

Workflows and Tasks

One flexible concept for all processes 

and associated work

page.topdesk.com/new-core-for-topdesk

Standard & Simple

https://page.topdesk.com/new-core-for-topdesk


Workflows - active/inactive

What: A toggle that makes your workflow template available when it’s done

Why: Prepare your workflow template at your own leisure, without it being 

used in production halfway through

Standard & Simple







Workflows - active/inactive

Version: Now in Labs (SaaS)

More information: page.topdesk.com/new-core-for-topdesk

Standard & Simple

https://page.topdesk.com/new-core-for-topdesk


Workflows – Tasks instead of Partial Incidents

What: Switch Partial Incidents for Tasks in Checklists.

Why:  First implementation of Tasks, enables long-term value delivery

Standard & Simple
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Workflows – Tasks instead of Partial Incidents

Version: SaaS-only November 2019 (Labs)

More information: page.topdesk.com/new-core-for-topdesk

Standard & Simple

https://page.topdesk.com/new-core-for-topdesk


Workflows – First line incidents

What: Workflow (checklist) functionality on all Call cards

Why: Most requested addition to Workflows from customers

Version: December 2019 in Labs (SaaS)

More information: page.topdesk.com/new-core-for-topdesk

Standard & Simple

https://page.topdesk.com/new-core-for-topdesk


Incident Affiliation

What: AI-assisted discovery of related incidents

Why: Find problems faster and more thorough, preventing double work. Get to

the root cause and tackle it.

Standard & Simple
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Incident Affiliation

Version: Q4 SaaS

More information: Public roadmap

Standard & Simple

https://trello.com/c/4TeGrNxD


Mobile for Operators

What: A mobile interface for incidents, optimized for on-the-go use, including 

off-line functionality

Why: Be able to solve incidents anywhere and at any time, as not all work takes 

place behind a desktop

Standard & Simple
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Mobile for Operators

Version: Selected customers currently, wide release Q1 2020

More information: page.topdesk.com/mobile & Public Roadmap

Standard & Simple

https://trello.com/c/UyoV1fGZ


Concept reduction

Assets

One flexible concept to represents all 

resources in your organization

page.topdesk.com/en/the-new-asset-management

Standard & Simple

https://page.topdesk.com/en/the-new-asset-management


Asset Management - Email formatting

What: Format mail actions with rich text options

Why: Easy-to-read links, and emphasize text by making it bold, italic or 

underlined.

Standard & Simple
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Asset Management - Email formatting

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

More information: Public roadmap

Standard & Simple

https://trello.com/c/dyv6O55a


Asset Management – Automatic actions

What: Automatically send email (e.g. license expires) or update incidents

Why: Signalling users or external systems when something is up with an assets

Version: Q4 on SaaS, aiming for Q1 on-premises

More information: Public roadmap

Standard & Simple

https://trello.com/c/MfqHE6pC


Asset Management - Branch filters
Standard & Simple

What: Branch filters are taken into account when using Asset Management

Why: Enables migration to Asset Management

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

More information: Public roadmap

https://trello.com/c/iJAAOUq6


Asset Management – Barcode Asset audit
Standard & Simple

What: Asset audit results from a scanner can be used to update TOPdesk Asset 

Management, using barcode/QR-codes

Why: Keep you digital Asset Management synced with reality







Asset Management – Asset audit
Standard & Simple

Version: 9.04.001

More information: marketplace.topdesk.com/asset-audit/

Notes: 

• Paid solution

https://marketplace.topdesk.com/asset-audit/


E-learning for application managers

What: Videos and interactive cases to teach new application managers. 

Why: Getting familiar with TOPdesk without the need for a (paid) (on-site) 

training by a consultant

Standard & Simple



Standard & Simple



E-learning for application managers

Version: Supporting Files in October, Settings in Q4

More information: Public roadmap

Notes: 

• Paid solution

• English and Dutch

Standard & Simple

https://trello.com/c/MDjFxJ9E


Accessible Self-service Portal

What: WCAG 2.1 compliant Self Service Portal

Why: Make your Services digitally available to everyone, including people who 

can’t use a mouse, are (color) blind, have low literacy, etc

Version: Continuous improvements, starting Q4

More information: page.topdesk.com/topdesk-and-accessibility

Standard & Simple

https://page.topdesk.com/topdesk-and-accessibility


The key ingredients

Standard & Simple Collaboration Best of Breed



End user collaboration

Customer journey experiences are key 

for organizations to start with service 

excellence.

Collaboration



Share & Subscribe – Branch filter

What: Filter persons per branch in the SSP you share calls with

Why: Depending on your organization or how you support your customers, 

sharing with a single branch can be too limiting or deliberately needs to be 

limited.

Collaboration



Collaboration



Collaboration



Collaboration



Share & Subscribe

Version: Available for SaaS, R5 2019 for on-premise

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

Collaboration

https://trello.com/c/5D3mJ05L
https://blog.topdesk.com/updates/sharing-calls


Public forms

What: Publicly available forms. The initial release will be one standard 

embeddable form

Why: Make your services available to users outside of your TOPdesk portal, 

who do not have an account

Collaboration



Collaboration



Collaboration



Public forms

Version: Q4 in Labs (SaaS)

More information: Public Roadmap

Collaboration

https://trello.com/c/oXW6xgQA


Team collaboration

Enable teams to improve their ways

of working with Agile methodologies

in TOPdesk.

Collaboration



What: Show calls and notes assigned to multiple teams on a single Kanban 

board

Why: To facilitate collaboration between teams, and to make the Kanban board 

easier to use at stand-ups and by team leads

Collaboration

Kanban Board - Multiple operator groups



Shared workboard IT Services and Security



Kanban Board - Multiple operator groups

Version: 9.07.001

More information: Public Roadmap

Collaboration

https://trello.com/c/6cwQegUd/231-multiple-operator-groups-on-kanban-board


Kanban Board – Change Management

What: Simple Changes and Extensive Change Activities on the Kanban Board

Why: An overview of all operator activities on the board

Collaboration



Collaboration



Collaboration



Collaboration



Version: Upcoming, Q4 in Labs (SaaS)

More information: Public roadmap

Collaboration

Kanban Board – Change Management

https://trello.com/c/OzpvQtCu


Automatic Ticket Assignment

What: Automatic dispatching of 1st line tickets among available members of an 

operator group

Why: Help organizations where team leads, or managers are required to 

dispatch incoming tickets among their operators. 

Collaboration



Automatic Ticket Assignment
Collaboration



Automatic Ticket Assignment

Version: Q4 in Labs (SaaS)

More information: Public Roadmap

Collaboration

https://trello.com/c/YaqGWCOn/295-automatic-ticket-distribution


Multiple Organizations

Collaboration is not confined to the 

walls of your own organizations.

Collaboration



Collaboration Platform out of Labs

What: One central platform to connect multiple service management 

applications. For now: TOPdesk-TOPdesk only, the basics.

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

collaboration with third parties.

Version: SaaS NL-3 (October), all SaaS datacenters (Q1 2020)

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

Collaboration

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


Collaboration Platform improvements

What: Functional improvements for the Collaboration Platform 

Why: Improved collaboration interactions by increasing the usability and

transparancy of the ‘third party message sharing’.

Collaboration



Collaboration
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Collaboration



Collaboration Platform improvements

Version: Available for SaaS

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

Collaboration

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


The key ingredients

Standard & Simple Collaboration Best of Breed



SLA available in the Incident API

What: Link valid SLA to an incident

Why: Integrations/automations can create an incident with the correct SLA, 

updating the target date and priority

Version: Q4

More information: Public roadmap

Best of Breed

https://trello.com/c/eCUwNiBx


Knowledge Base API

What: Write and read knowledge items using the API

Why: Enable imports to the Knowledge Base from external sources

Version: Q4

More information: Public roadmap

Best of Breed

https://trello.com/c/BHetuew9


Marketplace Solutions (marketplace.topdesk.com)

Best of Breed

https://marketplace.topdesk.com/link-topdesk-instances-by-topdesk/
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Notifications

Good to know



State of the Product

What: The past period our SaaS customers experienced poor reliability and 

performance. We are taking the necessary steps to prevent these in the future, 

both technical as organizational. 

Why: The state of the product is not in line with the quality and experience we 

aim for. We want to deserve your trust.

Version: Continuous

More information: status.topdesk.com

!Notifications

https://status.topdesk.com/


Ending support for Internet Explorer 11

What: TOPdesk will no longer support the Internet Explorer 11 browser in the

future

Why: Better TOPdesk experience with more modern features

Version: To be determined

More information: page.topdesk.com/internet-explorer-11

Notifications !

https://page.topdesk.com/internet-explorer-11


Postponed project; End-user feedback

What: Feedback API without login

Why: End-users providing feedback using email (for example) without logging 

in, lowering barriers and allowing for more feedback

!Notifications



Finding more information

Roadmap productroadmap.topdesk.com

UserVoice tip.topdesk.com

Marketplace marketplace.topdesk.com

Release notes releasenotes.topdesk.com

Update blog blog.topdesk.com/updates

Webinars page.topdesk.com/webinars

https://productroadmap.topdesk.com/
https://tip.topdesk.com/
http://marketplace.topdesk.com/
https://releasenotes.topdesk.com/
https://blog.topdesk.com/updates
https://page.topdesk.com/webinars


Thank you for attending

We’d love to hear from you!

topdesk topdesk


