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1. Introduction

Issue Tracker system leverade® of your existing ingstments in Microsoft Outlook and SharePointo provide you with
an easy wayto collect ticket data from emails, assign technicians and problem areas, set due date and other custom
metadata. And generate trouble tickets in one of the defined SharePoint lists, \ithezne be tracked and collaborated with
other technicians ad stakeholdersAnd because gfourfamiliarity with Microsoft Outlook and SharePoint, it requires no
special training or skill sets

| [ : 8y | — . . . . .
O] 59 %) ud|= Purchase - Public Folders - Monicalewis@aAssisthyTeam.local - Micr
ile Home Send / Receive Folder View
M
= b 5 Setti ) =l
_tli @ sync settings > | i 1| E& FEL Meeting ' x e _{_l .h%
# Advanced ~ . ¢ ¢ o i —
Publish = ] Help Post Reply Reply Forward B pore = Drelete New  Mew
Tﬂv HCUFFEHtVIEW' - Reply _,I],_” L %JUHK" Flﬂst Itemsv
| Common List - Mails {http://bytepad/Helpdesk] ond Delete Mew
I Common List - EmailCopies (http://bytepadMalodasta .
Common List - Mails (http://bytepad/Helpdesk) ~ | Submit Buttor
- . . .
Mt ]| From et Publish selected Outlook items to the o Zlein Lisa Bub <Ibubt
SharePoint list "Mails” under
4 Date: Older http://bytepad/Helpdesk | Red Category
3 - - Sat 2/12/2011
a0 LisaBub  Submit Button &7 lﬂf,} Team Publisher for Outliook & SharePoint | 360 KB [] Red ... & support@assis|
.~ Becca I broke it. Press F1 for add-in help. 2 KB PP
‘4 BobClift Attachment Manager Wed 7/28/201... 6 KB I Message [EW
) Andrew .. Date/Time Sat 7/24/2010 ... 15 KB v Hloy
.~ Andrew .. Re: Multiple technicians no longer available Fri 7/23/2010 ... 5KE
u%: robert.ba... RE: strange behavior Fri 7/23/2010 ... 147 KB o Hi Francas,
.~ JoePoph.. RE: Case numbering Thu 7/22/2010... 92 KB W I hope you are w
i& Michael ... Question Mon 7/19/201... 2 KB o resolution to the
E {4 robertba.. RE: tickets unlinked after the new version Mon 7/19/201... 464 KB o Support Case fol
E LQ; Rashida ... RE: Assist My Teams Listings Wed 7/14/201... 29 KB vy
IE L,%, Grant ¥, L... Database Exporter for Cutlook Wed 7/7/2010... 8 KB vy
.~ Andrew .. S5creenshot Tue 7/6/2010 ... 38 KB o il
Highlights
« Seamless imgration with Microsoft Outlook and SharePoint
« Directly raise trouble tickets from emailsQutlook
« Export caller contacts, problem descriptions and attachments from emails to t
SharePoint tickets
« Centralized helpdesk administratiefi LISOA T& { KI NBt 2A Y (

mappings to be used by all technicians. Define drop down liststteamline the
ticket collection behavior

Raise trouble ticket from your existing Outlook Contacts or users from Global
Address List

Automatically raise trouble tickets from incoming emails, assign technician an
due date

Automatically track and adechnician and caller email responses and replies t
the SharePoint ticket

Automatically send out notification emails to caller or technician based on
helpdesk events

Maintain a consolidted and hierarchical view eimail communications in the
ticket desciption

Map and publish only those fields or metadata that you require

Special Outlook views for organizing your published Outlook items

Supports POP, IMAP, Exchange mailbox and Public folders

Special MSI installer available for enterprise wide deploymgmirf request)

LLLEL & & & & &
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2. Requirements

Issue Trackesystemis available right inside your Outloak an addn processPlease make sure that your system meets the
following requirements before installingsue Trackeor Outlookand SharePoint

Requirements

Windows Version Windows 2000, Windows XP, Windows Vista or Windowgoth 32 and 64 bit OS are
supported.
Outlook Version Outlook 201032 bit only) Outlook 2007 or Outlook 2003 (SP2 or abolssue Tracker

operates directly inside the Microsoft @ook application (using Microsoft's "COM auid
technology). Outlook Express is not supported.

SharePoint Version WSS 2.0, 3.0, 4.0 (SharePoint 2010), MOSS 2007,@io1d based SharePoints are also
supported.
Others Microsoft .NET Framework 2.0

AssistMyTeam SMB Solutigng/ww.assistmyteam.net
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3. Purpose

Many organizations today are migrating their customer support mechanism to SharePoint, Xluedidively ease of access,
collaboration and centralized storage and management features. However, the inbuilt issue tracking listaemplat

SharePoint is only good for basic tracking requirement and lacks the automation and sophistication, to function as\am effecti
helpdesk system. There is no direct and easy way to source the ticket information, say from your emails in Outlodio, except
resort to copypaste trick, which is time consuming and laborious, and not to mention, the precious human resources needed
for data gathering.

Moreover, one of the important goals for a helpdesk is staying on top on the growing amount of support iegads from
end-users. But without an organized and structured link between Outlook and SharePoint, caller and problem information
from Outlook mails cannot be added or updated to SharePoint tickets in a timely manner. This can lead to delay in response
time and even support requests falling through the crack. These limitations prevent many helpdesk teams from implementing
an effective SharePoint based issue tracking system.

Flow Chart: Issue Tracker for Outlook & SharePoint [Personal Edition]

W55 2.0, W55 3.0, MOSS5,
SharePoint 2010 Foundation,
Enterprise, BPOS or any
Cloud based SharePoints

L |
\&! | . Chosen SharePoint lists that will collect all
trouble tickets raised frem Outlook emails.
e
SharePoint
e [TT]
\
e 711
ST,
—Z ...
., ’ You (in Outlook)
. Raise trouble tickets from
N Outlock emails to SharePoint
lists, manually with a click, or
Ly r e autamatically.
L_I{ % - .
«d v
!_'.!‘L ':I'I Cutlookwith
A 'Issue Tracker'
H Add-in
Callers ﬁ

End users send emails to . v
Helpdesk seeking support

Issue Tracking System overcomes this limitation by extending your Outlookdesa&platform to raise trouble tickets from
emails to one or more SharePoint lists. With a click of a button in Outlook, it can analyze your emails and collecttifiket sp
information such as contact details and problem description.
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4. Installation

Step by step procedure is given below:

Step 1.Run thelssueTrackétersongbetup.exdo start the installation. Click Next to Continue. If Outlook 2003 (SP2 or above)
or later is not installed, the setup wizard will not be able to proceed. Pleaserdsme Outlook is shutdown (if already
running or active in the task manager) as the setup has to install an Outloeik.add

i'-,?* Personal Issue Tracker - InstallShield Wizard

Waelcome to the InstallShield Wizard for
Personal Issue Tracker

The InstallShield(R) Wizard will install Personal Issue Tracker on
| your computer, To continue, dick Mext,

MNOTE: If you are running Windows Vista or
Windows 7, right-click this setup.exe, and then
click 'Run as Administrator' to overcome UAC
settings, otherwise, installation might not
succeed.

WARNIMG: This program is praotected by copyright law and
international treaties.

Step 2.Select the appropriate destination folder where the application files will be installed. If you change the dekult fol
path, please make sure you have appropriate permission. (Note: by default, it will be installed under your programdiles fold

i'-,?* Personal Issue Tracker - InstallShield Wizard

Destination Folder
Click Mext to install to this folder, or dick Change to install to a different

G Install Personal Issue Tracker to:
C:'Program Files\AssistMyTeam\Personal Issue Tracker),

< Back ][ Mext = J [ Cancel

Step 3.0nce you have verified the previous steps, click Next to continue the files extraction. It may take a fevg moinute
complete the whole copying process

AssistMyTeam SMB Solutigng/ww.assistmyteam.net
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il%" Personal Issue Tracker - InstallShield Wizard

Installing Personal Issue Tracker
The program features you selected are being installed,

Please wait while the Installshield Wizard installs Personal Issue Tracker.
This may take several minutes.

Status:

[--------------------- ]

=

i
nl)

I.:'l

o
o

« Back Mext = Cancel

Step 4.Click 'Finish' to proceed to the server configuration in Microsoft Outlook. This ends the files installation process in your
system.

i'-i'* Personal Issue Tracker - InstallShield Wizard

InstallShield Wizard Completed

 The Instalishisld Wizard has successfully installed Personal
Issue Tracker. Click Finish to exit the wizard.
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5.1 Raise a trouble ticket in a SharePoint list

When you navigateatany Outlook mail, appointment or contact, the Issue Tracker toolbar and ribbon are available in
Outlook explorer and inspector window.

0] =59 |5 Screenshotissue Tracker specific ribbc
available in the Home tab of the
File Home Send / Receive Folder View Outlook Explorer window.
/_ - _?_n.i @ Sync Settings = e
ERIE 7 NSV
2% Advanced -
MNew Empty  Raise Add To — ) Help Mew  New
Ticket  Ticket in ~ Existing Ticket — aa Current View = - E-mail Items ~
k\ Issue Tracker Mew
L3
> I | —
,#’# h‘“u
&1l From !/' Issue Tracker ribbon %,
i in Outlook Explorer h
~, window &
4 Date: Older i~ —
- o
{1l John Mash Problem sending email from my Qutlool
ENM"EENEY G Screen$ot: Issue Tracker specific
ribbon available in the Message tab
AL Message of the Outlook mail inspector window

Ll ;Ignnre x [ i\] [ i} '_% a Meeting \j% 'EE;:?
%Junk ~ Delete | Reply Reply Forward iﬁd Maore * Raise Add Ta
All Ticket In = Existing Ticket
Delete Respond Issue Tracker |
21
From: John Mash ;z’ f______
Tao: Suppart ’;*" “""“*-.,‘
Ce ;r’ Issue Tracker ribbon *
Subject: Problem sending email from my Dutlnnk\‘ in the m_a'l inspectar
"""""""""" T - S windaows g
= Message] Membership.pdf 36 KB) I_]S-creensho‘ts..,__ -

-
e e e e =

Dear Support,

To raise a trouble ticket, simply select one asremail items, and click th&®aise Tickenhi drop down menu to show all the
available administratospecified SharePoint lists. Choose and click the particular SharePoint list under which the ticke
will be generated.

0] —ﬂ] | = ScreenshotTo raise a trouble ticket in
SharePoint from an email, click a
File Home send / Receive Folder View SharePoint list from the 'Raise Ticket in’
& ? E ) @ sync settings 9 drop down lis.
- L_ﬁf % Advanced - -

Mew Empty| Raise Add To — i Help [
Settings ~ Ticket |Ticket in =|Existing Ticket g Current View = - E-mz
T Issue Tracking [http://bytepad/Helpdesk)
> I Helpd

Issue Tracking (hitp.//bytepad/Helpdesk) -~

Arrange B Date Raise Trouble Tickets from the selected 5
mails to the SharePoint list Tssue
Tracking' under

4 Ofder http://bytepad/Helpdesk
e GD Issue Tracker for Outlook and "P’
Problem sending email fr

SharePoint

When you do this, relevant metadata such as caller and problem details, attachments etc. will be extracted from the ¢
the ticket item. You can add further details to the ticket to be generated such as, the technician that will be t#egdonsi
solving the ticket, duglate by which the issue should be resolved, and problem category, type and status and any nur
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custom metadata.

ScreenshotYoucan add more information on the problem, caller etc. to the generated ticket

Genexaie Mew Tickel Caller details i

#
automatically populated pam—

Create new Ticket in i
SharePointList  |http: /bytepad/Helpdesk/Issue Tracking s from the email o
R
Fre-fif Common Issue Tradking felds o
£ Cust Fields
Caller Information J.g,’-'" om ne - |
* Custom Fie Value
Mame
|Jnhr1 Mash E | States MA
Email |Juhr1Nash @AssistMyTeam.local Problem Severity IUrgent
Service Level SLA 3
Phone +4438
| 434343 Caller Category Level 4 Corporate Executive
o 3
Company ||I5|.|"‘"'|T fi"—*'.— l-'--..,.“ !({II
#° Enter problem N\ __e==TTTTm
= r -
[ tal
P[':“i’ele“' Information et cate?jﬂrtygttype } / Tag any numbe
ategery |software ST t—" ¢ custom listvall
- - -
Type  |office 2008 | Rl EREE to give more
e .  description to
. e s, troubleticke
""._- “‘r- - \‘I“ .
Assign 4 Assign ™ e
Assign To |Monica Lewis self | [ |___ ! Technician and j
DueDate |9/6/2011 ~| [9:18:20 AM = -""""“"'""'"‘ﬂ-.“ e p 2

Once a trouble tiot is generated successfully in the chosen SharePoint list, information regarding the ticket, such as
ticket ID, data/time and the URL to the SharePoint ticket are tagged and embedded into the email item in Outlook. Tt
provides an easy way to go toe ticket item in the SharePoint site dirgctl

=D U e | Problem sending email from my Outlook Client! Please Help. ScreenshotAfter a,t',Cket,
is created, the mail item is
File Message tagged with information
Y L.} Reply 151 Open Ticket #4 in Web Browser ,_E backup emails on the trouble ticket such
oy x B - P as Ticket ID and URL
z% Reply All = Untag £4 kgp To Manager v
%v Delete . ﬂ“ﬂ = : )
b Forward ,_ﬁ Team E-mail -
Delete Respond Issue Tracker 1__,.--"'"'"_' “"""--.-..,“
JE .
© Ticket #4 generated at: 9/5/2011 7:29 PM, |=msmmme=’ Ticket ID tagged along Y
n with date/time the i
From: John MNash N ick . ¢
. Support oy ticket was raised. L
Cc ‘-'""--..., ..---"'"'—’
Subject: Problem sending email from my Outlook Client! Please Help, [ChA-4]

SharePoint Ticket: #4
Dear Support, y;

#
i

L
| have the following issue with my Outlook Client. #,,_...---"""“" L.__“‘_‘

s

" SharePoint URL of the N
Outiook Options A N

L1
| N i as hyper-link into the :
General 1 ap = i
Save messages \ Outlook email item for /
Mail Y easy reference and (:'
[¥] i'—'t':'”‘at'f'“’*\..h retrieval in later time. _~
-

~. -

LS
- L
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In the SharePoint ticket item, most of the fields are populated with théaategta information extracted from the Outlook m
item. For example, the caller contacts detail, the problem description, subject, attachments, formatting and style, inlir
images and links are retained in the ticket. Also notice that, further informd¢idrby theyouin Outlook, such as the
responsible technician, due date, problem category, type and status and other clistorfdatR drealso available in this
ticket.

ScreenshotThis is how the published SharePoint item #158 looks like in yo@Psiarsite (mapped to the 'Mails' list)

= [l Version History il Alert Me
s @Manage Permissions
Edit
Item % Delete Item
Manage Actions T T S
s Automated 3,
" Title Problem sending email from my Outlook Client! Please Help. ! notification email H
;. sent to caller Y
Assigned To bytepadimonica 77" "'--._,____ ____.--""
Description 9/5/2011 7:31:38 PM - Ticket Assignment Motification Sent to Monica Lewis
9/5/2011 7:29:55 PM - Ticket Allotment Motification Sent to John Nash ~
#‘
., ‘h,‘.
3/17/2011 11:14:06 PM - Problem description received from John Nash ‘\\"‘-.....-----...,___
- .
Dear Support, ¢ Automated *,
{ notification email k
L . . sent to caller s
| have the following issue with my Outlook Client. \"‘«. e
Outlook Options
General

Save messages

[ Mail ]

H Automatically save items that have
L

Calendar J i
Save to this folder:

Contacts [] when replying to a message that
Tasks Save forwarded messages

Save copies of messages in the 5e
MNotes and Journal Use Unicode format

Search

Send messages ....--""-__""""--..,‘__

‘“’-. -
Lt - - ~,
~ " HTML formatting ™,
“Cannot send message using the server Example SMTP ':" and inline images \
| i
The server smip.example.com’ cannot be contacted on ;{ are retained in the bing mai

be delivered.” . SharePoint ticket ‘f
. too! >
. -
Any help would be very much appreciated! . . il
Thanks,
John Nash
Comments Mo existing entries.
Due Date 9/6/2011 9:18 AM P — ——
el I."""--u
Froblem Category Software - S
eroblem Stat . : r The caller contacts, Ny
= e
roblem Status rocessing £ problem cat ry, type \
Froblem Type Office 2008 :' and status are collected ‘1
Resalved No v from the Outlook email J:'
fecolved Date 5\ in this SharePoint d
- " trouble ticket. rd
Caller Company AMT See -~
'l-...__‘__“_ —_‘-"'
Caller Contact Numbe +4433434343 TEEeT
Caller Email JohnMNash@AssistMyTeam.local e m———
- -
Caller N John Nash 2" =~
=ler rame oS " Attachments are ",
Request Received 3/17/2011 11:14 PM Fi uplﬂade{] autnmatica"v &
I
Call Category Level 4 Corporate Executives | to SharEPmnt, and can :}
. . & be easily accessed from
Ticket Severity Urgent h Y . ,-I'J
See these links. .
Service Level SLA 3 St =
""‘"--....__._ -—
Service Region MA ..r:.r -
-
Attachments 952011 3-03 PM - RE- Problem sending email from my Qutlook Client! Please Help. [CMA-4].m=g

Screenshots.docx

952011 8-01 PM - RE- Problem sending email from my Outlook Client! Please Help. [CMA-4].msg
image001.png

Membership.pdf
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5.2. Escalating and updating email conversations to trouble ticket

In the email from which a ticket was raised, you will notice that, in the subject portion, there is an embedded phrase within
brackets, enclosig the SharePoint list code and the ticket ID of the raised ticket iEemexample: [CMA|

Hdy U« 9|

_ File_ Message

Problem sending email from my Outlook Client! Please H ScreenshotTracking tag and code
are automatically embedded into

the original email

& i~ Reply L (€, Open Ticket #4 in Web Browser (B3 backup emails
a Reply All = Untag #4 E‘., To Manager
ftielcls i3 Forward = o [ Team E-mail
Delete Respond Issue Tracker Quick Steps

8 Ticket #4 generated at: 9/5/2011 7:29 PM.
You replied to this message on 9/5/2011 8:01 PM.

From: John Mash

To: Support

Cc

Subject: Problem sending email from my Cutlook Client! Please Help, [ChA-4]
| Message Membership.pdf (36 KE) 5creenshnts.dnu{ @2 KE)

SharePoint Ti

This phrase is embedded to the original email for tracking purposelmseguent email conversations that might happen. As
long as this phrase is intact when sending out response to caller, or when caller replies back to the helpdesk, Issue Tracker
System will automatically track and associate it with the correct Sharefstiant ticket item.

3| = @ O & ¥ [5 RE Problem sending email from my Outlook Client! Plea ScreenshotThe tracking code
_ _ remains intact in the subject of the
File Message Insert Cptions Format Text Review outgoing email, thus allowing for
= . Calibi AN e E ggﬁ %-] automatic tracking and update of
—j E IEsas - ticket
Paste F u|®r. A - = = | iE £5 | Address Check | Affa
- 7 = - ' Book Mames File
Clipboard I Basic Text Fa Mames
To... |Juhn Mash
E[ g
:;-I Ce... |
Send
Subject: |RE: Problem sending email from my Cutlook Client! Please Help
. £
Hilohn, P e I
. . F .,
Try the following ZS'IIE[:IS. ,f'Tracking coda \“
1. Open Mail { andTicketld 3
2. Choose Preferences > Accounts { intract in outgoing ’
3. Specify 120 in the ‘Port to Use for Outgoing SMTP’ \  responsetothe  f
. caller r
. -
Hope this fixes the issue. Let us know about the outcome ~ -

"""-----""-

This means, the ticket item and description field will be updated live automaticabycaghen the email is sent out or
received. This greatly enhances the productivity of the helpdesk becgoisarenot required anymore to monitor the
mailbox for new replies from caller, nor there is need to add and update the new information to tivameltecket manually.

Issue Tracker system automatically does that for you.

AssistMyTeam SMB Solutigng/ww.assistmyteam.net
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ScreenshotThe SharePoint ticket item is updated when any email response is sent out from the helpdesk, or received to the helpdesk.

= [l Version History g Alert Me '__.--""""_ ""‘*--.._,__h
E - - - S
@Manage Permissions ‘/ HIEI’BI‘C':IICE"]F N
Edit J  threaded view of all )
em X Delete Item {  email communications |
Manage Adtions . doneonthetrouble /
LY -
h ticket L
Title Problem =ending email from my Outlook Client! Pleaze Help. "--..,___' '__..-"*"
: o Sm— T
Assigned To bytepadimonica ‘5.«"’
Description / 9/5/2011 8:03:02 PM - Reply received from John Nash \\
Ah! That fixes my problem. Thank you very much.
Thanks,
John Nash

|Hew Attachments: 952011 8-03 PM - RE- Problem sending email from my Outlook Client! Please

9/5/2011 8:01:30 PM - Reply sent to John Nash by 'Monica Lewis'
Hi John,
Try the following steps:

1. Open Mail.
2. Choose Preferences > Accounts
3. Specify 120 in the ‘Port to Use for Outgoing SMTP’

Hope this fixes the issue. Let us know about the outcome.

[AMT Support Team

\|Hew Attachments: 952011 8-01 PM - RE- Problem sending email from my Outlook Client! Please _/

9/5/2011 7:31:38 PM - Ticket Assignment Notification Sent to Monica Lewis__-=""" ~~_
Automated %

I oy . > LY
9/5/2011 7:29:55 PM - Ticket Allotment Motification Sent to John Nash { notification email }
e, ‘., sentto caller &
3/17/2011 11:14:06 PM - Problem description received from John Nash ﬁ*:q..h‘_"'--......--_..--*"
N, mmmTTT e
- ""‘.\
Dear Support, !‘f Automated N
1 notification email ;
| have the following issue with my Outlook Client. . sent to caller "4
-.,‘H_‘ et -
Outlook Options
General
Save messages

[ Mail l

Calendar

H Automatically save items that have

Save to this folden

|:| When replying to a message that
Tasks Save forwarded messages

Contacts

Save copies of messages in the Se

Motes and Journal Use Unicode format

Search

Send messages

“Cannot send message using the server Example SMTP

The server ‘smtp.example.com’ cannot be contacted on port 25. Select a

'._'_‘p
Il'l."

AssistMyTeam SMB Solutigng/ww.assistmyteam.net
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Automated notification emails are sentibto the caller, confirming about the ticket allotment. A snippet entry is available in
the description field, that informs helpdesk staffs what the type of notification was sent, when it was sent, and to whom it
was sent. Notification about the ticket signment is also sent out to the responsible staff.

A S R I S Y S S Sy

975/2011 7:31:38 PM - Ticket Assignment Notfication Sent to Monica Lewis

9,"_5! 2011 7:29:55 PM - Ticket Allotment Notification Sent to John Nash
= e i e e, G d R e e e ol il e S e o S

gl s -t I e g R e

When further email responses are sent out to the caller from the helpdesk, the description field of the SharePoint ticket is
automatically updated, to show the response made to the caller, andhow

9]5j2011 8:01:30 PM - Reply sent to John Nash By ‘Monica iewss T T
Hi lohn,
Try the following steps:

1. Open Mail.
2. Choose Preferences > Accounts
3. Specify 120 in the ‘Port to Use for Outgoing SMTP’

Hope this fixes the issue. Let us know about the cutcome.

[AMT Support Team

Tt Sl il e onl e S i e el el L P ot ek T e, M R i A e Sl e o il ke e e o, MR ptE peie o g

When the caller replies back to the helpdesk, the ticket information is automatically updated again.

05/ 7011 8:03:02 B~ Reply recéved frarmi John Nash 7T o T e
Ah! That fixes my problem. Thank you very much.

Thanks,
John Mash
o e

o e e e e e I e et B e e e S R e e e, ol B e e L S e T et
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5.3. Adding a new email to an existing ticket

Sometime, you might have emails that are not in continuation to an existing ticketatrutelated in one way or other with a

ticket. Or let us say, you want it to be related to an existing ticket. As you have learnt earlier, Issue Tracker caicalijomat

process any incoming emails that have the ticket tracking code in the subjectti&iftacking code, Issue Tracker will

dzLRI 6 S GKS GAO1SdG AGSY 2F GKS LI NIGAOdZ NI { KFENBt2Ay:d fAado
R2 A& FRR GKS SYlFAf Ylyddtte G2 |y S@r8iRyaddiadySHd ARHo RS
Issue Tracker toolbar or ribbon.

y ScreenshotSelect the email that you want to
Hame Send / Receive Folder F325320A10GS 6AGK | i A ()1
|Z % @ &) sync Settings 9 ] 9EAAGAY3I ¢AO1SGQ odzii
# Advanced -
MNew Empty Raise Add To Help Mew |
Ticket  Ticket in = Existing Ticket k&3 Current View ~ - E-mail [t-
Issue Tracker Mev

Add the selected Mail items to your chosen SharePoint Ti

lff;} Issue Tracker for Outlook and SharePoint
Press F1 for add-in help.

Sharon Elmes Invoice Details Required

Andrew Wheel... Re: Multiple technicians no longer av

Vw—
-
ol
[~ AndrewWheel.. Date/Time
f=d
B
ol

robert.barsan@... RE: strange behavior

lma B

mham BFE: Taca nnmbarinm

What it does is, to enable you to choose the particular ShareRsirih lwhich the trouble ticket item is located. And then it
will let you select the particular ticket ID.

Issue Tracker : Add Emails to Sharepoint Ticket ScreenshotSelect theparticular

o - SharePoint list that contains the
Select the destination SharePoint List: Ticket item, to which theelected

Choose the Ticket Number to which the s | ;'b;'pad} ad Hielpdesk email would added to.
D Subject SupportCalls {htu:I [fbytepad) [V

Support Requests (hitp: h"nytepadﬁer esk)
Email Copies (http:/jbytepad/helpdesk) ¥

" Choose the particular ™

&
Fi . .

i SharePoint list to which “i
v the selected email y
. would be added to p
\“ "‘.r

|~
[

Confirm ] I Cancel Enter SharePoint site UR

All the ticket iems available under the selected SharePoint list will be shown in the list view. The first column shows the Ticket
ID and the second shows the subject of the ticket. You just need to select the particular ticket ID to which the seleitded ema
from Outlookwould be added and associated to the ticket.
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Issue Tracker : Add Emails to Sharepoint Ticket ScreenshotSelect theparticular

ticket item to which the selected

Select the destination SharePoint List: |Issue Tracking (http: //bytepad Helpdesk) W | emails in Outlook would be added
Choose the Ticket Number to which the selected emails will be added to: G2 YR /fA01 W
1D Subject
_La} 1 Problem sending email from my Outlook Client! Please Help,
_La}z Exception (2.2.751) : Team Publisher Addin
Ld}S Exception (6.5.7280) : Team Helpdesk Client for Qutook

Problem sending email from my CQutlook Client! Please Help.

3 -
"l-_‘_

- P,
- ~

/" selected Ticketto
\  which the email will be  }
N added /

S

-
e o g

Confirm ] I Cancel

This is how the chosen ticket item is updated with the contents of thaik Notice that, the actual Outlook email item is also
added as an attachment in MSG format. What it meangoiscan just click this attachment link to open the particular email
in Outlook, in its original state.

Title Problem =ending email from my Cutlook Client! Please Help.
Assigned To bytepad\monica

Izsue Status

Priority Mormal
Drescription 7/23/2010 11:31:15 AM - Reply received from robert.barsan@orange-ftgroup.com
Hello!

| was not aware this can be done, so, if one of the agents did it might have been by mistake.
If such situation happens, can | do something to link back the email in History to its case?
Best regards

Robert

New Attachments: 7232010 11-31 AM - RE- strange behavior.msg

MyMewlist e
—— ™
iCaller > hhh"'\
" The MSG format of the .
Attachments 952011 8-03 PM - RE- Problem sending emay newly added email } [CMA-
4].msg , *\. available as attachment &
image002.gif s -~
Screencshots.doox L Ll
image003.qif ;f"
7232010 11-31 AM - RE- strange behavior.msg |
ITI'I'IE';'EUUL.Jpg
952011 3-01 PM - RE- Problem sending email from my Outlook Client! Please Help. [CMA-
4].m=g

image001.png
Member=zhip. pdf
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5.4. Untag and reset a processkeemail item in Outlook

Once you haveaised a trouble ticket from a@utlookmailitem to aSharePoint list, thécket ID that was generated in the
SharePoint list will be tagged to the particular Outlookilitem for reference. And you will then sélee WntagCbutton in the
Issue Tracker toolbar or ribbon.

You can use théJntad button to removeall references and links to an existiBbarePointicket item from the Outlookmail
item. This will reset the Outloakailitem, and you can theagain ragse anewtrouble ticketto a different SharePoint list.

Tlgnore x Iﬁ\] _\@ ' % B8 Meeting [, Open Ticket #4 in Web Browser
= Untag #4

%Junkv Delete | Reply

ore -

References to
existing ticket
raised from this
email earfier

Delete Issue Tracker

© Added to Ticket #4

From: Johin Mash
Toe Monica Lewis
Cc

Subject: RE: Problem sending email from my Outlook

t! Please Hel

Csharepuint Ticket: #9
| have the following issue with my Qutlook Client.

Outlook Options

General

Dear Support,

Save messages

[ kail l

I_I Automatically save items that have

Note that, the functionality taun-tag or reset an emaitlepends on thénelpdesksettings. If yolhad enabled ityouwill see
this additional urtag button in their Outlook when an email that walseady processeds selected or opened
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Issue Tracker adih provides a way for automatic raising of trouble tickets on a particular SharePoint list from new incoming
emails, without requiring your intervention. Thegachieved by reagime monitoring of user chosen Outlook mail folders or
mailboxes. Such automation comes very handy and productive, if you have dedicated mail folders or mailboxes that are solely
for support purposes. This spares you from having tthdb laborious work of selecting emails and clicking a SharePoint list

from the drop down to raise tickets.

¢2 O2yFAIdNB G KS ! dzi 2 Y{ SIitAIK ShyIsd A AfekatsdatonTathh AR X 2 A @

g2

This Configuration Panel shows all thenitored Outlook folders. You can monitor any number of Outlook folders, either

public folders or shared mailbox folders.

B Email Monitoring and Live Publishing

Select an option
E ™ Ewchange Mailbox - Add a shared exchange user's mailbox [~ i+ Ewchange Folder - Add an exchange pub
Select Folder ...
Mew Selected mailboxffolder
Maonitored Folders list
Folder Mailbox Problem Category Problem Type Status Technidan SharePoint List
Francas Freedi Software w |Office 2008 w |Processing - Maonica Lewis  |Helpdesk (http://bytepad) B
Wsupport\Inbox  Hardware w |iPhone 3G | Awaiting - Wang Li Issue Tracking (http://bytepad/Helpdesk)
YWPublic Folders - M: Payments w |Commission w |Pending - Howard Ben Support Requests (http://bytepad/Helpdesk) ~
YWPublic Folders - Mt Contracts w |Loyalty Scheme  [Delayed - Beniamin SupportCalls (http://bytepad) B
v Publish un-processed items to tickets under monitored folders during Outlook Startup FaruiT o e
¢2 Y2YAG2NI I yS¢é hAf 8320§Q CRIzZRENEK ILINE 3GK ZIKHBS WiKS RS
dialog! YR (G KSy Of Qoffitm &AS DBAzIHRY MY GKS Y2y A(i2NBR fAal

list you like the Outlook items of this folder to publish to automatically.

You can also associate a default value for fields su€tmadéem CategoryProblem TypgeStatusandTechniciario a
monitored folder or mailbox, such that trouble tickets generated from the particular mailbox or folder, will have those
associated values, automatically assigned. As a consequence of this dynagmimesg Issue Tracker will send out

notification emails, to the assigned technician automatically.

W
BR hd
NA R o

This automation allowgouto get rid of manual assignment, and helps to improve the efficiency, and response time of your

helpdesk team.

You can also deavtte the automatic processing of a particular folder or mailbox, without needing to remove it from the list.
This may prove useful in circumstances where you watdgrtgoorarycease the automatic processing of incoming emails into

the mailbox or the folde
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5.6. Work with Outlook Views

Outlook views are a wonderful tool to automatically Send / Receive Folder  View
sort, quickly find information and rapidly-4g@range

L @ sync setti e, | T
Outlook items in any folder. = %;;"c : ;”gs 9 1 % x
vanced - ‘*‘l_'l"

. . . . Add To = - ] Help Mew  MNew Dele
Views can also be organized to group and filter items Existing Ticket | g Current View = = E-mail Items~ | &~
make a particular feature gfour information obvious a Issue Tra Wiails with SharePoint Ticket 1D a

first glance' Mails grouped by SharePoint Ticket List

In every Outlook folder or calendar or contact, Issue g/ From ¥ Mails grouped by SharePoint Ticket Site

Tracker automatically adds four (4) special Outlook Mails grouped by SharePoint Ticket Site and List
views to help organize, sort and track Outlook items i | 17 items)

. . ) Compact
§|mpler and sens@!e way. These wewspanﬁbesxed 4 Hanke-GyBi Single
UKNRdzZAK UKS W dINNByu +A¢, Bob Clift
in the Issue Tracker toolbar or ribbon. . Preview
‘h Sharl:ln EImtJ IMWUTCCD Deoammy Tiegurmre g

View 1¢ Mails with SharePoinfTicketID
This a table view, where the Outloakailitems are arranged by the uniqiieketA § SY WL 5Q 2 FickeiitsnSin{ KI NSt 2
descending order. The SharePoint List Name and Site Name are also available in the view.

(1] it | ) From Subject List Mame Site Received
4 Date: Older

a0 A _,;-‘, il Lisa Bub Submit Button & TWhA Issues | Mails hitp://bytepad/Helpdesk Sat 2/12/2011 6:
55 .~ Becca I broke it. Issue Tracking http://bytepad/Helpdesk Sat 2/12/2011 3:
54 .~ Hanke-GyElin... AW: Question Team Helpdes..| Issue Tracking http://bytepad/Helpdesk Fri 2/11/2011 &:(
53 _,;-‘, EBob Clift Attachment Manager Issue Tracking hitp://bytepad/Helpdesk | Wed 7/28/2010 ¢
5 ,_%‘i Sharon Elmes  Invoice Details Required Sales 2011 http://bytepad/Sales Tue 7/27,/2010 2:
4 _% EBen Mel RE: Cutlook database exporter Sales 2011 hitp://bytepad/Sales Mon 7/26/2010 ¢
3 .~ Andrew Whee... 5creen shot Sales 2011 http://bytepad/Sales Tue 7,/6/2010 11:
2 L% info@assistm... Mew Enguiry Submitted from.) S5ales 2011 hitp://bytepad/Sales Tue 6/29/2010 11
3 ¥ _,;-‘, Lynn Muckols  Document Exporter Tasks hitp://bytepad/Sales Fri6/25/2010 1:f
2 m\.{i Dan Tang Fur: New Support Request: 5.., Tasks http://bytepad/Sales Wed 6/23/2010 :
1 .~ Upload.com How will you get ahead? Tasks hitp://bytepad/Sales Wed 6/23/2010 !

View 2¢ Mails grouped by SharePoinficketlist
This is a table view, where all the Outlookilitems are grouped by the SharePointketList rmme. Along with the list
name, you will see the sub total number of items in that group under the bracket.

i8] | )W) From Subject Site Received

4 |List Mame: [ssue Tracking [3 items) I

55 .~ Becca I broke it. http://bytepad/H... 5at 2/12/2011 3:56 AR
54 .~ Hanke-GyBling, T.. AW: Question Team Helpdesk for ... http://bytepad/H... Fri 2/11/2011 8:02 PM
553 L% Bob Clift Attachment Manager http://bytepad/H... Wed 7,/28/2010 8:16 PM

4 | List Name: Mails 1 item) |
ol L,%‘, I Lisa Bub Submit Button & TWA Issues http: fbytepad/H... Sat 2/12/2011 6:28 AM

4 | List Name: Sales 2011 (4 items) |

5 u%: Sharon Elmes Invoice Details Required http://bytepad/5... Tue 7/27/2010 2:07 PM
L% Ben Mel RE: Cutlook database exporter hitp://bytepad/5... Mon 7/26/2010 4:37 PM
.~ Andrew Wheelho... 5creen shot hitp://bytepad/s... Tue 7/6/2010 11:55 PM
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View 3¢ Mails grouped by SharePoiricketSite
This is a table view where the Outlook items are grouped by the SharéRcketsite URL.

1] Ve [ From Subject List Name Received

4 | Site: http://bytepad/Helpdesk [4 items) |

[=0] _,;3, Il Lisa Bub Submit Button & TWA Issues kails Sat 2/12/2011 6:28 AM
55 .—] Beca I broke it. Issue Tracking Sat 2/12/2011 3:56 AM
54 .~ Hanke-GyEling, T... AW: Question Team Helpdesk for Qutlook Issue Tracking Fri 2/11,/2011 8:02 PM
§53 ;,4\; Bob Clift Attachment Manager Issue Tracking Wed 7/25/2010 8:16 PM

4 |Site: http://bytepad/Sales (7 items) I

5 g‘}, Sharon Elmes Invoice Details Required Sales 2011 Tue 7/27/2010 2:07 PM

4 u}", Ben Mel RE: Cutlook database exporter Sales 2011 Maon 7/26/2010 4:37 PM
3 .~ Andrew Wheelho... Screen shot Sales 2011 Tue 7/6/2010 11:55 PM

2 g‘}, info@assistmytea... Mew Enquiry Submitted from Contact Page 5ales 2011 Tue 6/29/2010 10:18 PM
3 ¥ Q;«‘i Lynn Muckols Drocument Exporter Tasks Fri 6/25/2010 1:58 AM

2 ;,4\; Dan Tang Fue Mew Support Request: SupportCalls ... Tasks Wed 6/23/2010 11:54 PM
1 .~ Upload.com How will you get ahead? Tasks Wed 6/23/2010 5:00 AM

View 4 ¢ Mails grouped by SharePointicketSite and List

This is a table view, where all the Outlook items are first grouped by the SharéRéetSite URL, and then further sub
grouped by the SharePoifticketList name. This gives you a hierarchy teggresentation of all Outlook organized and
summarized in a better way.

i8] | ) From Subject Received

|4 site: http://bytepad/Helpdesk 4 items) |

I} List Mame: Issue Tracking (3 items) I

[l List Name: Mails 1 item) |

4 Site: http://bytepad/Sales (¥ items)

4 List Name: ales 2011 (4 items)

5 L% Sharon Elmes Invoice Details Required Tue 7/27/2010 2:07 PM
4 L% Ben Mel RE: Cutlook database exporter Mon 7/26/2010 4:37 PM
3 .~ Andrew Wheelhouse 5creen shot Tue 7/6/2010 11:55 PM
2 L,%‘, info@assistmyteam.n... New Enquiry Submitted from Contact Page Tue 6,/29,/2010 10:15 P

4 |ist Name: Tasks (3 items)

3 ¥ u%: Lynn MNuckols Document Exporter Fri 6/25/2010 1:58 AM
L% Dan Tang Fwe Mew Support Request: SupportCalls with Ou... Wed 6/23/2010 11:54 PM
.~ Upload.com How will you get ahead? Wed 6/23/2010 5:00 A

AssistMyTeam SMB Solutigng/ww.assistmyteam.net




Issue Tracker (Personal Edition)

5.7. Personal Preferences

Youcan use the preference settings t FEFre s o

customize and control some aspect o
the ticket generation from their [~ Hide progress dialog shown in SharePoint Upload:
Outlook. ¥ Dpen the newly published SharePoint item in a web browser

[v Assign 'Self’ as the Technidan for newly generated ﬂdcets@

You can invoke the Personal
Preferences panel fronsettings menu
>My Preferences Default Problem Type of newly generated Ticket |DFﬁ::e 2008

Default Problem Category of newly generated Tidket |Snﬁware

Default Status of newly generated Tidket |Prm:essing

What do you want to do with the processed mail item?

i Mothing (leave it intact in its original location)

i Move to Tickets' subfolder within the parent folder
i* Move to the following Qutook folder ®

YWPublic Folders\all Public Foldersissue Tracking Browse...

Save Cancel

@ 5.7.1Hide progress dialog shown in SharePoint Upload
By default, this option is disabled. If enabled, the small progress dialog box that pops up in tetigimt portion
of your screen whenagu raise any trouble tickets from Outlook to SharePoint, will not be shown.

5.7.20pen the newly generated SharePoint ticket item in a web browser
By default, this option is enabled. When you raise a trouble ticket from Outlook email to ShareRaiditopen
the ticket item in your default web browser, letting you view or enter new information pertaining to the ticket.

®

@ 573 aaAdy WYW{SEtFQ Fa GKS ¢SOKYAOAlLY F2N)ySgfe 3ASy.
Enabling this option will force Issue Tracker-@a your Qutlook to assign yourself to any trouble ticket that is
generated from your Outlook.

1 I
Status |Prm:essing j
Assign
Assign To |I'~"Iur1im Lewis Self E |

Due Date |9a’21a’2011 j |s:qs:1gmu1 -

@) 57 ockt ol Catogory f vy

generated Ticket Create new Ticket in
You can specify a particular category of the SharePoint List |htu::ﬂbytepadmelpdeskﬁssue tracking
problem, with which you want to associate to any
trouble ticke generated from your Outlook, by Pre-fif Common Issue Tracking fields
default. Caller Information
Mame |Juhr| Mash E
Email |JuhnNash@Assish‘~"lyTeam.luml

Phone 114433434343

Company |AI'-'IT

Problem Information
Category |SoFtlnlare j
Type |Office 2008 |
status |Pro::essing j
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5.7.5Default ProblemTypeof newly generated enerate New Ticket
Ticket Create new Ticket in
You can specify a particular type of the problem, SharePointList  |htip: /bytepad helpdesk/issue tracking
with which you want to associate to any trouble
ticket generated from your Outlook, by default. Pre-fil Common Issue Tradding fields
Caller Information
Mame |Jnhr1 Magh E
Email |JuhnNash@.ﬁ.ssisﬁ'~'1yTeam.luml

Phone 114438434343

Company |Ar-1'|'

Problem Information
Category |So1‘tware

Type |Office 2008

Le flefjle]

Status |Processing

5.7.6 Default Statusof newy generated Ticket

You can specify a particular status from among tl - Create new Ticket in

drop down list, with which you want to associate - SharePointList  |http: /bytepad/helpdesk/issue tracking
any trouble ticket generated from your Outlook, k
default. Pre-fif Common ssue Traddng ficks
Caller Information
Mame |Johr1 Mash E
Emnail |JnhnNash@Assisﬁ'~'1yTeam.loml

Phone 114438434343

Company |AI'-1T

Problem Information
Categary |50Ftware j
Type |Office 2008 |
Status |Prm:essing j

5.7.7What do you wanto do with the processed mail items:
Nothing ¢ Default Option. This wilkavethe processed email itenmtact in its original location.

Move to 'Tickets' subfolder within the parentfolde¢¢ KA & gAff Y2@S GKS LINROSa.
under the parent Outlook folder. If this subfolder does not exist, it will be created automatically. This is useful
want to segregate the processed emails related to trouble tickets from your private andetpdesk related
emails.

Move to the following Outlook folderg You can also specify your own destination Outlook folder (can be a pul

folder too), to move the processed emails. If you move the emails to a public folder, you can let other users ¢
to the processed emails.
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6.1. Administration: Configure SharePoint Ticket Lists

Before you can start raising trouble tickets from OIEGIE

Outlook emails to SharePojntou needo choose the

destination SharePoint lists, to which the captured File Home send / Receive Folder View
f[icket metadata from Outlook will be stored as a list = \zr ; @ sync settings 6
item. < — 2% Advanced -

Mew Empty Raise = i Help
To configure a new SharePoint list and map fields v | /Settings =] Ticket  Ticketin~ &g Current View -

the Outlook mails, gotp SG G Ay 3a YSyd

Configure Helpdesk Settings Data Source...
{ KFENBt 2Ay (4 ¢AO1SG [Aada

Configure SharePoint Ticket Lists

Problems List
Statuses List Configure SharePoint Ticket Lists

nicia

Customs List [&*’} Issue Tracker for Outlook and
SharePoint
Templates M Press F1 for add-in help.

REDDe @

RO
e |

Advanced Team Options

Here is a listing of all SharePoint lists that are configured for storing trouble tickets
These chosen SharePoiists would be deployed ipour Outlook (i.e.youwould be
able to raise a ticket from an email to one of these SharePoint list).

Settings : Issue Tracking SharePoint Lists

ScreenshotChosen SharePoint lists fo

O Add New | Tracking SharePaint List collecting trouble tickets raised from
EW ISSUE | racking el 15

youremails in Outlook.
(¥ Existing SharePoint Lists that are already mapped and configured

List Name SharePoint Site Prefic Code I

aunch Mapr
lssue Tracking hitp:/ /bytepad /Helpdesk CMA
Helpdesk http:/ ‘byvtepad SALES
SupportCalls http://bytepad SCO E
Support Requests hitp://bytepad/Helpdesk TECH

I

f To configue a new SharePoiticket list andperform fieldsmappingz & RédSl@viissudTrackin§harePoint Li§t

2LI0A2Y LaynBrVidppirigd®] o6 Wxoid ilyien be prompted to enter the SharePoint site URL, and it would
allow you to choose a SharePoiist.

Choose a SharePoint List

Enter or Choose SharePoint site or List LRL

http: /{bytepad/ - Retrie

Select a SharePoint site or list to continue Show 51
= t':! Helpdesk (http://bytepad/helpdesk)

Announcements
Calendar

Email Copies
Journal
KE
= ¢'s Departmentl (http://bytepad/helpdesk/department1)
Announcements

- 1

Confirm I Cancel
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f To reconfigure an existing fields rpping, simply select the particul&8harePoint A & G A  SDamchl Yy R Of A O
MappingK Q o0 dzi G2y ® | 2dick (hd ShardPoiri IBt toRaRruotlie $napping tool.

f Toremove an existing fields mapping 3@ G G KS LI NI AOdz I NJ t Aad AGSY yR Of A0
remove the selected mapping settings. NOTE: The SharePoint list assodiatédsamapping is not deleted; just the
reference is removed from the Helpdesk Settings Data Source.

6.1.1The mapping tool

Through the mapping tool, you can choose which fields fronethails in Outloolare to beextracted andpublished to the
SharePointicketlist, andperform themapping between these chosen fields of the emails to thahef ShaePointticket list.

A mapping is nothing but an association between an Outlook field (e.g., subject of the mail item) to a specific ShatePoint li
field (e.g., Title). You have complete control over which data goes to the SharePoint list from Outlook.

This mapping feature also allows you to dynamically create new field of the relevant data type in the SharePoint list, so that
you can associate it with an Outlook field.

ScreenshotFields mapping tool where the mail fields are mapped to SharePoint ldst Fie

o Settings : Fields Mapping

SharePoint list to which mails would be published to
Issue Tracking (in http://bytepad Helpdesk) |_ S0
Unigue Tracking Prefix Code |[CMA Please provide a unique code of 5 or less
Map fields between Outlook mail to SharePoint list Required Fiekds Optionzl F
Outlook Field Data Type SharePoint Field

1 |AssignTo Liser Assigned To

2 |CL_Caller Categaory Choice Call Category

3 |SenderCompanyMame Text Caller Company

4 | SenderContactMumber Text Caller Contact Number

5 |SenderEmailAddress Text Caller Email

6 | SenderMame Text Caller Name

7 |HTMLBody Mote Description

8 |DueDate DateTime Due Date

g |Importance Choice Priority

10 |ProblemCateqgory Choice Problem Category

11 |ProblemStatus Choice Problem Status

12 | ProblemType Choice Problem Type

13 ReceivedTime DateTime Reguest Received

14 |Resolved fes Mo Resolved

15 |ResolvedDate DateTime Resolved Date

16 |CL_Service Level Choice Service Level

7 |CL_States Choice Service Region

In the mapping dialog box (above), the first column lists alkthailfieldsas available in OutlooR he second column

dispays the data type of the fieldn the last column, there is a drop down list on each row, consisting of all available

Shardoint fields. Just simply choose a SharePoint field from the drop down box to map it to the corresponding Outlook field.
C2NJ SEIFYLX S Ay (GKS &OGafedg@Kkad Mo 2BBER |i@alcf S T IRBR Rh R ST R
FASt R2RIE@a[G2. { K NBt 2Ayd FASIR W5SaONRLIIA2YQ SGOo®

There are 3 kind of fields listed above in the grid:

1 Required fields; these are the fields that are mandatory for mapping to a SharePoint list. These fields are shown in
light-reddish background.

1 Optional fields ¢ these are the fields that you can opt to include in the mapping so that the corresponding values
from the mail item are also available in the ticket item. These fields are usually the inbuilt fields of the Outlook mail
item. These are shown in ligiellow background.
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1 Custom list fields; these are the fields that you or the helpdesk administrator had defined, to add any further

information on the problem, case or the caller to a trouble ticket. These appear in green background, and the title

awaysst NI & 6 REK YOI Su@d[ w{ SNBAOS [ $USt Q

Create New SharePoint Fielan the fly
Ly G4KS RNRLI R2gy fAa0 2F (GKS {KINBt2Ayld FASERI @& zahik

gAtt |t

item to create a new field in the partitar SharePoint list, directly from this mapping tool, so that you can map the specific

Outlook field to this new SharePoint field, without requiring you to create it in your SharePoint site.

29 |AIML Goay MNOTE -
30 |Subject Text —T
31 |Reported By Text [MEW LIST FIELD] -
37 |Project Text 'L"Iljﬂcz con 2
33 | Actvity Text ReportedBy
Project

Save Mapping | | Cancel Activity L

Field Name @ Specify a field name that you would like to appear in the
_ . SharePoint list. Only input valid characters and avoid using
Specify 2 unique name for the new field special characters such as symbols.

TimeSheet Subject|

The new SharePoint field will have the same data type as that of the corresponding Outlook field.

Y |HIML boay MOTE -
30 |Subject Text ITimeshest Subject -

31 |Reported By Text ReportedBy |
32 |Project Text Project hd
33 | Actwvity Text Activity hd

Fields available for mapping to SharePoint list
AlternateRecipientAllowedAssignTpAutoForwardedBCCBillingInformationBody, CategoriesCG Companies,

Conversationindex;aversationTopidcCreationTimeDeferredDelivery Timdelete AfterSubmiDueDate EntrylD Expiry Time

FlagRequestITMLBodyimportance LastModificationTimdylessageClas#ileage NoAging,
OriginatorDeliveryReportRequesteRtoblemCategoryProblemStatusProblem TypeReadReceiptRequested,
ReceivedByNamReceivedOnBehalfOfNaniReceivedTime, RecipientReassignmentProhititehinderOueideDefault
ReminderPlaySoun&eminderSet, ReminderSoundRieminderTimgReplyRecipientNamgeResolved, ResolvedDate,
SenderCompanyName, SenderContactNungenderEmailAddresSenderNamgeSensitivitySent SentOn
SentOnBehalfOfNam8ijze SubjectSubmitted To, UnRead/otingResponse

Mandatory Fields for Mapping

Note that the following fields are mandatory when you perform mappingny SharePoint list

AssignTo, DueDate, HTMLBody, ProblemCategory, ProblemType, ProblemStatus, ResolveddRasmlve
SenderCompanyName, SenderContactNumber, SenderEmailAddress, SenderName, Subject

LF Ftye 2F (KS&S YIFIYyRFG2NE FASEtRoO&a0 INB y2i YI LWLSR:
aSidAay3a s2yQli 0SS al SR
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6.1.2Unique Trackind’refix Code

Each SharePoint list that will collect and store trouble tickets from Outlook requires a unique tracking code. Thisseatle is u
as a prefix before the ticket ID (e.g., [CMFand can be alphaumeric characters of 5 or less.

2 Settings : Fields Mapping

SharePoint list to which mails would be published to
Issue Tracking (in http://bytepad Helpdesk) o

ease provide a unigue code of 5 or less ck

Unigue Tracking Prefix Code (

Map fields between Outlook mai int list Required Fields Optionzl Fislds
Outlook Field Data Type SharePoint Field
1 |AssignTo Liser Assigned To |
2 CL_Caller Category Choice Call Category |
3 |SenderCompanyMame Text Caller Company |
a4 Sarderrartacl rmher Tewt allar Crntact Bomher

This trackingodeis embedded to the original emdibm which a ticket was raiseéhr trackingand escalatiopurpose on
subsequent email conversations that might happen.

A “ O @ ¥ |5 Pproblem sending email from my Outlook Client! Please
File Message
i ~ﬁ x L:\* Reply m ,31 Open Ticket #4 in Web Browser ,_3 backup emails
.::ﬁ Reply All = Untag £4 y-_—;, To Manager
+ Delet -
% e p_% Forward = ,jjl Team E-mail
Delete Respond Issue Tracker Quick Step

8 Ticket #4 generated at: 9/5/2011 7:29 PM.
You replied to this message on 9/5/2011 8:01 PM.

From: John Mash

To: Support

Cc

Subject: Problem sending email from my Cutlook Client! Please Help. [CMA-4]

-] Message Membership.pdf 36 KB} [#l]Screenshots.door (92 KB)

SharePoint T

As long as this phrase is intact when sending out response to caller, or when callerbaghiés the helpdesk, Issue Tracker
add-in will automatically track and associate it with the correct SharePoint list and ticket litésrecommended that you

choose a tracking code that is meaningful for easy recognition, such as, TECH for techparal SALES for sales support,
HRD for Human resource development etc.

9" i (AL ECECD EER2
aste _; m; U | & A- [%

ww

= = | i= &= | Address Check Atta
’ Book Mames F
Clipboard = EBasic Text ) Mames
To... |Jnhr| Mash
= L
:A Cc... |
S5end
Subject: |RE: Problem sending email from my Cutlook Client! Please Help
i’
HiJohn, o
. . # . ~
Try the fnllnwmg_ﬁtepﬁ. ,-"Tracklngmde \\‘
1. Open Mail. ! and Ticket ID

A]
2. Choose Preferences = Accounts intract in outgoing }
¥

[
i
3. Specify 120 in the ‘Port to Use for Outgoing SMTP’ \  response to the
o caller 7
Inne thic fis fa’ fa) Lrow about the nuteome ~ -
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6.2 Administration: Drop down lists¢ Problems Statusesand Custom Fields

To allow adihg ofextra meaningful information to trouble tickets, apart from the ones extracted froendimail,you can
compile and maintain a list of problem categories and types, statuses antuaryer of custom fields dropgown values. So

that these drop down lists are deployed and availablgdar Outlook, for tagging new trouble ticket when it idgged from an
email.

Generate New Ticket

Create new Ticket in
SharePoint List |hth::ﬂbytepadﬂ1elpdeskﬁssue tracking

FPre-filf Comman Issue Tracang felds

Caller Information Custom Fields
Custom Field Value
Mame |Sharur1 Elmes R T WA -
Email |sharnn.E|mES @coasolutions. com Problem Severity Moderate E
Service Level SLA 1 -
Phone 23333 —
|44123 Caller Categaory Level 2 Customers -
Company |murr My Mew List fvalue 1 -
Problem Information
Category |Hardware j
Type |Ajrport Base Station j
Status |Awaitir1g j
Assign

Assign To |I"-"Ic|r1im Lewis Self E

Due Date |9,fzu,fzu11 j |11:16:51AM+

Generate Cancel

The problems list, statuses list and customs list can be found Beténgsdrop menu.

= —
09 |s
File Home Send / Receive Folder
ﬁ_g_ri %’ = {F_lj, Sync Settings
L=
E - ¥ Advanced

Mew Empty  Raise — i
Settings = Ticket  Ticketin~ & Current View -

|_:D' Configure SharePoint Ticket Lists

|§| Problems List

=| statuses List [
=] cCustoms List i
j Templates Manager [E
Advanced Team Options

|85 Contacts -

RN S N .
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6.2.1Problems List:

Issue Tracker (Personal Edition)

The problem consists of two sydarts ¢ Problem Category and Problem Type.

28

Problem CategoriesGather all the proldm areas that your support team will be attending to and feed them into the

'‘Category’ field.

Problem Types The problem types are swdategory items that fall within the domain of a problem area/category. Hence,

each problem category has a specificdsproblem tyges that youcan choose from and tag a trouble ticket. Wheyu select

from the problem category drop down, it will load this tier of problem type lists in the type-dosyn box. These nested tiers

of categories/types are complete customitalo your organization's support model and act as somewhat of a guiding
decision tree for the caller (when submitting online servieguest).

Settings : Problems List .

Once yolhave saved this problems list, the problem drop down fields in all the chosen SharePoint tiskeillliztso be

automatically updated with the new list.

v =4 =

Apply Save Exit

Problem Categories Problem Types

Cateqaries | Problem Type Problem Cateor

1 |Hardware = 1 |airport Bage Station |Hardware
2 |Software | 2 |Apple Rental Contracts
3 |Sales 3 |Apple TV Hardware
4 |5taffs 4 |Apple Wireless Keyboard Hardware
5 | Procurements 5 |Apple Wireless Mouse Hardware
&6 |Inventory & |AppleCare Contracts
7 |Contracts 7 |Buy Badk Scheme Confracts
8 |Payments 8 |iPhone 3G Hardware
g | Bookings 9 |iPhone Hardware
10 10 |iPod Classic Hardware
11 11 |iPod Mano Hardware

Cue Date

FH 12AM - 00 -

Problem Category =

=]

ralue:

Problem Status

Problem Type

Hardware
Software

Staffs
F"ru:u:urernent&[ Prob

il | Inmventory

Contracts
Payments
Bookings

emn Categony: Choice Drop Dowi

ralue:

Problem Status

Problem Type

-

~

Reszolved

Apple TV
Wl ~Apple Wireless Keyboard

Airport Base Station
Apple Rental

Apple Wireless Mouse

Rezolved Date

Caller Company
Caller Contact Mumber
Caller Email

Caller Mame

AppleCare

Buy Back Scheme

iPhone 3G
iFhone

iPod Classic
iPad Mano
iPod Shuffle
iPad Touch
iTunes

Probler
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6.2.2 Statuses list:

Asyoustart working ortickets, over time,youmay need to update the state of the problemisocorder totrack and plan
additional resources if needed to resolve thatpeaular case. Such a list of status flags can be specified.

Settings : Statuses List

E | =

Save Exit

Statuses

|Awaiﬁng
Deferred
Delayed
Frozen
Invalid
Processing
Pending

[y || m

GO |~ [Eh o | s (L (R

Once yolhave saved this statuses list, the status drop down fields in all the chosen SharePoint ticket lists will also be
automatically updated with the new list.

Fru:ul:ulem Status | |L]

Problem Type

-
Deferred
Delayed
Frozen
Invalid
Rezolved Processing

oblem Status
Pendin

Resolved Date B 1z
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6.2.3Custom Lists:

You candeploy any number ofustom fieldghat take a drop down lists, in ordéw feed additional information on the caller,
caseor on the problem itself

Settings : Customs List

5 | a

Save Exit

Select a Custom List |513t€5 V| [ Rename List] [ Delete Custom L

States
[14 |
MA
TX
MY
MNC
SC
LA
MY
DL
10 AL

W00 =] YN (s

¢2 ONBIGS || ySg OdzadGz2y fArad:
drop down list, as show below:

Once yolhave saved the entire customs list, the

Settings : Customs List corresponding mapped SharePoint fields that are
— mapped to these custom fiés will be updated
i ‘ 2 automatically, with these new drops down lists in all

Save Exit . . .
the chosen SharePoint ticket lists.

Select a Custom List | States
Fervice Region | |LJ

States
1 [M2 Problem Severity Caller Name M1
7 |ma Service Lewvel
3 T Caller Category Caller FullName T
W . M¥ | Sefvice Region
a4 MY . d
A MyMewList NC ,
Caller EE
You will be prompted to specify a name for the custom list. n
Mew Custom List [z| AL

Enter the name for this custom list:

|I'H'I§,.r Mew List| |

You can then now key in all the possible values in the grid.
Settings : Customs List

B | 8l

Sawve ‘ Exit

Select a Custom List | My New List v/

My Mew List
Value 1
Value 2

1
5
3 |
.}
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6.3 Administration: Templates Manager

IssueTracker uses email templatés sending out notifications and remiets to callers and témicians Email notifications
take HTML format. Automated emails are sent out directly when a relevant event occurs and the whole exercise is
transparent toyou.

@ Settings : Email Templates

&4
Save Exit
Select a template to customize
|Nuﬁﬁa Caller On Mew Ticket Alatment + | Subject of the selected template
Available variables (Press ‘Ctrl + C'to copy) |Nuﬁﬁ:3tiun: Mew Ticket [TIT_TICKET ID] generated from TIT_SUBJECT |

1]
il
b
[11
111
141
m
{1k d)
]

o (3 = . - - — '1
e D =1 IR SEFE WS g (4)
TIT_CALLER_NAME 0 B 7 U |Font Arial z Sz t(3p) 3] A [HEBlack v

TIT_CALLER_EMAIL
TIT_CALLER_COMPANY

TIT_CALLER_CONTACT_NUMBER Notification - Ticket #TIT_TICKET ID -

TIT_TECHNICIAN TIT SUBJECT

TIT_SUBJECT —

TIT_BODY

TIT_PROBLEM_CATEGORY Dear TIT_CALLER_NAME, e
TIT_PROBLEM_TYPE

TIT_PROBLEM_STATUS A support ticket #TIT_TICKET_ID is being raised based on your email sent
TIT_DUE_DATE to us with the subject 'TIT_SUBJECT . You would soon be contacted by one
TIT_TICKET_URL of our support technician to help and resolve the issue you were facing.
TIT_RESOLVED

TIT_RESOLVED_DATE Thanks

TIT_GENERATED_DATE Support Team

MOTE: This is an automated generated email confirmation send out from Issue Tracker
System for Outlook & SharePoint.

o A list of all email templates used for automatic notifications. The follga/ere the wailable templates:

Template Purpose
Notify Caller On New Ticket Allotment - | HTML template usedn automated notification email sent
to the caller when a trouble ticket is logged in SharePoin

Notify Technician On Ticket Assignment | - | HTML template usd on automated notification email that
is sent out to a technician, informing about the assignme
of the ticket.

Notify Technician On Reply Received - | HTML templateised on automated notification email that

is sent out to the assigned technician whéere is an
escalation from the caller. (i.e., when a caller replies to a
existing trouble ticket)

@ A list of allplaceholder variablesvailable for inserhg into a particular templatdn runtime (that is, when the actu
email is generated frorthe template), the enclosed variables will be substituted by their corresponding values.
followings list all the supported viables:

Variable Purpose

TIT_TICKET_ID - TicketNumber of the generatettouble ticket.
TIT_SUBJECT - Subject of the emaibr the supportticket

TIT_BODY - The body or description field of the email sent by the caller
TIT_CALLER_NAME - Name of the caller or sender of the email
TIT_CALLER_EMAIL - Email of the caller or sender of the email

AssistMyTeam SMB Solutigng/ww.assistmyteam.net




Issue Tracker (Personal Edition) 32

TIT_CALLER_COMPANY

Company namef the caller or the sender of the email

TIT_CONTACT_NUMBER

Contact number of the caller or the sender of the email

TIT_TECHNICIAN

Name of the technician assigned to attend and resolve the troub
ticket

TIT_PROBLEM_CATEGORY

Problem Category to with the trouble ticket comes under

TIT_PROBLEM_TYPE

Problem Type to which the trouble ticket comes under

TIT_PROBLEM_STATUS

Status of the problem of the trouble ticket

TIT_DUE_DATE

Due Date by which the trouble ticket should be resolved

TIT_TICKE URL

The hypeilink URLof the SharePoint ticket item that can be
embedded in an email for easy reference.

TIT_RESOLVED

Ticket resolution flag TRUE if marked resolved, FALSE if ongoin

TIT_RESOLVED_DATE

Date/time the ticket was marked resolved.

TIT_GENERATED_DATE

Date/time the ticket was generated/created in SharePoint

@ Subjectof the active template. It is also customizable and can take placeholder variables.

@

AWYSIWYGITML editor with which you can customize the contents, apply Hoiviatting as well as insert the
placeholder variables. The look and feel as well as the buttons and functionalities are similar to Microsoft Fro

authoring tool.

@ The actual content of the email notificatiefDescription or Body
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6.4 Adminidration: Advanced Team Options

Ticket Settings

Tickets | Automation | Attachments || Notifications | o

Allow Technicianto Untag and reset published mail itemin Qutlook
Allow Technician to Pre-fill information on new Ticket generated from an emaile
Allow Technician to Mark a SharePoint Ticket as resolved from Qutlook
[] Allow Technician to Fill their own Problem Category and Type value
[] allew Technician to Fill their own Problem Status value 0
Clicking the URL or Button in Email opens the SharePaint TidueTwe
{(¥) Read Mode (") Edit Mode

Changes in drop-down list of Problem Category, Type or Status should:
(¥) Auto-Update SharePointlists () Prompt Mefor Confirmation () Do Nothing

Changes in drop-down list of custom fields should:
(O Auto-Update SharePointlists  (2) Prompt Mefor Confirmation () Do Nothing

Data type to be used for Technidan Mame in SharePoint Ticket:
(%) Person or Group () simple Text

Data type to be used for Caller Mame in SharePoint Ticket:
{:} Person ar Group {E}SimpleTmct

00006

BackColor of Email Thread Box ||:| LightSteelBlue w |
Font Color of Email Thread Heading |- Black v | @

6.4.1- Allow Untag and resebf published mail item in Outlook

When you raised a trouble ticket from an email in Outlook, the email is tagged and marked published or proce
internally in Outlook, @ that, it is not available for raising another trouble ticket. That is, when you select an em
that was raised, it will notgivé KS Wwl AaS ¢AO1SiG AyoddQ RNRBLI R2gy Y
Outlook.

O / EJ ™ . Cpen Ticket #4 in Web Browser
c“_ﬁIgncure x i E ahﬂeetmg L‘-:l P
% Untag #4

%Junkv Delete | Reply

References to
existing ticket
raised from this
email earlier

Delete Issue Tracker

© Added to Ticket £4
From: John Ma
Tox Maonica Lewis
Co

Subject: RE: Problem sending email from my Cutlook

t! Please Hel
@EIIEPDiIﬂ: Ticket: #-D

Dear Support,

| have the following issue with my OQutlook Client.

Outlook Options

General
Save messages

Mail ]

I_I Automatically save items that have

If you want to change thigi.e., allow raising ticket from an email multiple times, say to multiple SharePoint lists
can eable this option, sothat, yo@l y aAAYL}X & Of AO] GKS odzidzy W! yial :z
ticket that was tagged to an email, @mnaise a trouble ticket to another SharePoint list.
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File Message

. K]
U= Ignare x [ \]i [ \ki __I% aMeeting \% '_#3;5’ g
&Junk - Delete | Reply Reply Forward i“e Mare = Raise Add To s

All Ticket In = Existing Ticket .jj
Delete Respond Issue Tracker

From: John Mash
Tae Maonica Lewis
Cc
Subject: RE: Problem sending email from my Qutlook Client! Please Help.

Dear Support,

| have the follo Outlook Client.

The embedded URL and
the tracking in the
subject code are now
removed. Now it is a raw
email, available for
raising a tideet to any

atically save items that have

o this folder:

|:| When replying to a message that
Save forwarded messages

|7| Save copies of messages in the Se

6.4.2- Allow Prefilling information on new Ticket generated from an emalil

When you wanto raise a trouble ticket from an email in Outlogiau canfeed more information to the ticket before
it is raised to a SharePointligtK A & Aa R2y S (KNPRdJzZIK awo Sheiyobdickre bfg S
SharePoint list to raise the ticket to.

Generate New Ticket

Create new Ticket in
SharePoint List |htu::f;'bytepadﬂ1elpdeskﬁssue tracking

Fre-fW Comman Issue Tracang fields

Caller Information Q'ﬁ“m Fields ~
Mame |Jnhr‘| Nash E —— Custom Field | Value -
Emai |J°h”Nash @AssistMyTeam.local Problem Severity E

+3458 service Level u
Phone E
| et Caller Categary =
Company |"!"J Wew List u
-
roblem Information
Category |~ |
Type | -

Status | ﬂ

-“\
Assign To | seff A

Due Date |9!zu!2011 j |4:nz:n?Pru1+

J

Generate Cancel

This option is by default enalalelf you disabled it, when yaaise a ticket from an emailhe ticket item will be
directly created in the chosen SharePoint list, and any further information such as problem category, type, sts
date, technician or any other custom fields would need to be feed directly from the ticket form in SharePoint.
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6.4.3- Allow marking ofa SharePoint Ticket as resolved from Outlook

When this option ignabled,youwould have the option to mark a particular SharePoint ticket as resolved direct
FTNRY hdzif 221 MarloResolddd Xichdt ATicket I KaBdziMdilable when you open an email item, th
is sent or received in continuation to an existing ticket.

BNGIE |  Message
O Ticket #4 in Web B
iy Ignore x [ g = E 'g E5l Meeting @ 1€, Open Ticket 4 in Web Browser
F Untag #4

&Junkv Delete | Reply Reply Forward ?‘e Mare = Add to

Al Ticket £4| ¢ Mark Resolved - Ticket #4
Delete Respond Team Issue Tracker
From: Hanke-Gyfling, Thorsten <Thaorsten.Hanke @hydro.aero =
To: AssistMyTeam Support
Cc
Subject: AW: Question Team Helpdesk for Cutlook [CMA-4]

What database option did you configured Team Helpdesk with?

If access, make sure, you specified a UNC path to the network folder (eg.\\Server\DB) inste
other technicians from other systems also mapped to the same drive letter.

2 KSy AG A& YIFIN] NBaz2f SR GKS wwSazt SRQ FASER 2

6.4.4- Allow addng ownProblem Categonand Type Value
When this option is enablegouwould be able to adgour own Problem category that does not exist in the Probl:

list.

When this optioris not enabled:
Phaone

When it is disabled,
technician can only choose
from the drop down list:

— Problem Information ~
Category ISuFtware ="

Type Il‘l’unes ;I

When this option is enabled:
e LOmumorT ISSUE FR3OmT Reas

Editable. For eg, you can

type in your own value,

instead of choosing from
the drop down

— Problem Information /f

Category I Software

Type I -

Status I

Ll L Le

In the same way, this feature aflowing you toaddyour own problem value instead of selecting one from the drop down list
enforced in the SharePoint list too.
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When this options not enabled:

When this option is enabled:

6.4.5- Allow addng ownProblem Status value
Likewise with Problem @agory and Type fields, you can also gddr own problem status value, instead of choos
one from a predefined drop down list.

6.4.6- Clicking the URL or button in Email Opens the SharePoint ticket in
You can choose if the SharePoint ticket lstritwill be opened in read only state or in edit state in your web brow
GgKSY @&2dz Ot AO1 GUKS WhLISYy ¢A01S0Q odzitzy 2N 6KS W
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