
 

 

General 

●​ “Assigned To User”,  “Held by User” and “Technician” drop downs that have 

users that are Inactive will now be highlighted in red.  

 

Assets 

●​ Bulk Assign- A previously reported issue during bulk asset updates has been 

fixed. When no value is chosen for the Turned In field, the current status 

will be retained. Selecting Yes or No from the dropdown will still update the 

Turned In status as expected. 
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Help Desk 

●​ Manage > Add/Edit -  A new field was added to the Add/Edit Ticket screen.  

Checking the ‘Show Blank Fields’ or ‘Don’t Show Blank Fields’  box will 

result in the displaying of all custom fields OR showing only the Custom 

Fields that contain data in the ticket.  
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●​ Ticket Emails -   

○​ A previously reported issue that caused company logos in email 

bodies to appear incorrectly has now been resolved and resolved 

improper formatting in the body of emails. 

 

○​ There was an issue with emails that were tied to rules, that caused 

them not to show up under the correspondence area of the ticket, 

and that has been resolved. 

 

 

○​ Emails - Spacing issues in the body of new inbound emails have been 

resolved. 

 

○​ Email Correspondence - Custom Email replies were not updating 

back to the email correspondence on the ticket.  This has now been 

resolved.   

​
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○​ Route email tickets based on SMTP set up (Settings > System > SMTP 

Configuration) - This feature allows you to add multiple SMTP’s to 

your settings and route tickets based on the SMTP selected.  For 

instance, if you had an SMTP: ‘xyzschool@yourschool.com’, as long as 

that SMTP address is created in the SMTP configuration (shown 

below), when placed in the Rule Configuration, then it will route it 

accordingly. 

 

Below is a sample of a rule set up using 2 different SMTP addresses. (you 

can do more than two)  
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Release 5.1.0 
 



 

○​ Enabling “No-Reply” Emails to Automatically Create Tickets - You 

can configure your help desk to automatically create tickets from 

voicemail messages by using a designated no-reply email address. 

How It Works 

 

1. Voicemail to Email Forwarding 

Configure your helpdesk or tech-line voicemail system to forward messages 

to a designated SMTP email address (for example: no_reply@oona.com). 

 

2. System User Setup (Required for Auto-Routing) 

Create a user in the system with the email address no_reply@oona.com. 

This user does not need to be a real or active technician account. 

Its purpose is simply to give the system a known user reference so that 

automatic routing rules can be applied. 

 

3. Ticket Creation Behavior 

 

• If Route Ticket Emails is enabled: 

Incoming voicemail emails sent to no_reply@oona.com will automatically 

create tickets in the system.  Tickets will be routed according to your 

existing email routing rules. 

 

• If Route Ticket Emails is disabled: 

Incoming emails will be placed in the Email Ticket Queue. 

These entries can later be reviewed and manually converted into tickets. 

 

Key Notes 

The no_reply user account is only required to enable auto-routing. 

The account does not need login access, mailbox access, or technician 

permissions. 

 

This setup allows voicemail messages to flow seamlessly into your ticketing 

system with minimal manual intervention. 
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Imports 

●​ Import Lookup - A Save and Next button has been added to the Import 

Lookup Mapping window. This enhancement allows you to move through 

the missing lookup list more efficiently, saving each mapping and advancing 

to the next record automatically—without needing to select the Mapping 

icon each time. 

 

 

●​ Imports > Google Staff - Staff information imported from the Google 

Console will now include only active staff members. 

 

●​ Imports > Microsoft Staff - Staff information imported from Microsoft will 

now include only active staff members. 

 

●​ Imports>Locations (Lookups)- This import page has now been converted to 

the manage page look and feel.  The location’s import template has also 

been updated. 

 

Release 5.1.0 
 



 

Settings 

●​ Tickets >  

○​ Ticket Settings - The default SMTP setting for Tickets can now be 

selected in the Ticket Settings screen.  If nothing is set in this field, 

the system will use the default setting in System Settings. 

 

○​ Ticket Settings -  A new “Technician” checkbox has been added to the 

Ticket Settings screen, allowing you to require a technician to be 

assigned before a ticket can be closed.  
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○​  Survey Forms - The default SMTP setting for a survey can now be 

selected in each Survey Form.  If nothing is set in this field, the 

system will use the default setting in System Settings. 
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