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An addin for Microsoft® Outlook® that enables support team to raise trotithets from

Outlook emails to one or more SharePoint® lists, in a single click or

automation.
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1. Introduction

Issue Tracker (Team Edition)

Issue Tracker system leverages three of your existiresiments in Microsoft Outlook, Exchangeand SharePointfor a
consolidated incident ticket mmeagement in the organization. It provides an easy way for customer service staffs to collect
ticket data from emails, assign technicians and problem areas, set due date and other custom metadata. And then use this
information to generate trouble tickets ione of the administrator defined SharePoint lists, where these can be tracked and
collaborated with other technicians and stakeholders.

And because SharePoint is used for trouble tickets collection and collaboration, it is highly scalable. And hesssse of
familiarity with Microsoft Outlook and SharePoint, it requires no special training or skill sets, resulting in a highisate of
adoption in the organization.

| = | — ) ) :
B="9 [+ Inbox - Monicalewis@Assisth
Team Issue Tracker Home S5end / Receive Folder View Developer

ELH f% ’/T | E —Enl: _&New Empty KB @ sync Settings 0

R L =l =7 < Convert Email to KB # Tools -

Team by Mew Empty| Raise Add To o o - i Help
Settings =~ Options ~ Ticket  [Ticket in =| Existing Ticket 2 Reply Email with a KB g3/ Current View ~ -

I Issue Tracking [hitp://bytestation)
N .
fesks (nttp/oytestation) Problem sending email from my Outlook
Arrange By: Date Mewest on top John Nash
@ You forwarded this message on 1/11/2012 1:12 AM,
4 Older
Mon 9/5/2011 8:03 PM
u;}, John Mash 10/14/2011 ? Support
How do I coffigure access permission to my DVD drive? m - .
| Message | -|Membership.pdf (53 KE) @Screenshnts.:
.~ John Mash 9/5/2011
Problem sending email from my Cutlook Client! Please Help. m
i-4a Bob Clift 7/28/2010 Dear Support,
RE: Reguesting change to the SharePoint List Mapping
3 Bob Clift 7/28/2010 v | have the following issue with my Qutlock Clie
Attachment Manager
Invoice Details Required
1 L,?;, Ben Mel . o . . _:n'_a'zs_a'zmn General Save messages
% How do I configure access permission to my DVD drive? Please ... [ o l
© | 4 BenMel 7/26/2010 “ Automatically
L RE: Qutlook database exporter Calendar L _
Cawa tm Hhic Faldar
Highlights
' Seamless imgration with Microsoft Outlook and SharePoint
« Directlyraise trouble tickets from emails in Outlook
« Export caller contacts, problem descriptions and attachments from emails to t
SharePoint tickets
« Centralized helpdesk administratief LIS OA F& { KI NSt 2 Ay
mappings to be used by aichnicians. Define drop down lists and streamline tl
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 add technician and caller email responses and replie:
the SharePoint ticket
' Automatically send out notification emails to caller or technician based on
helpdesk events
+ Maintain a consolidted and hierarchical view @mail communications in the
ticket description
+ 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
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2. Requirements

IssueTrackersystemis available right inside your Outloak an aden processlt can be easily deployed through an installer
(manually or via a group policy object with MSI) across the entire organization. Please make sure that your system meets the
following requirements before installingsue Trackdor Outlookand SharePoint

Requirements

Windows Version For nonOffice 365 SharePoints
Windows 7, Windows Vista and Windows XP. Both 32 and 64 bits are supported

For Office 365 SharePoints
Windows Vista SPor above, Windows 7, Windows 2008 Server (32 and 64 bits)

Outlook Version Outlook 201032 bit only) Outlook 2007 or Outlook 2003 (SP2 or abolasue Tracker
operates directly inside the Microsoft Outlook application (using Microsoft's "COMM4dc
technology). Outlook Express is not supported.

SharePoint Version WSS 2.0, 3.0, 4.0 (SharePoint 2010), MOSS 2007 Qffité 365 and otheCloud based
SharePoints are also supported.

Microsoft .NET Framework 3.5 or above

Windows Identity Foundation Optional. Only for Office365 based SharePoints. This component is required to be ins
(required only for use with on thesystem if Issue Tracker is to raise trouble tickets in Office 365 SharePoint lists.
Office 365 SharePoint) can download and install this component from below:

For Vista 32 bitWindows6.0KB97440586.msuy
For Vista 64 bitWindows6.6KB97440564.ms\)
For Windows 7 32 bit{indows6.1KB97440586.msuy
For Wihdows 7 64 bit\Vindows6.tKB97440564.msU
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http://www.microsoft.com/downloads/info.aspx?na=41&srcfamilyid=eb9c345f-e830-40b8-a5fe-ae7a864c4d76&srcdisplaylang=en&u=http://download.microsoft.com/download/D/7/2/D72FD747-69B6-40B7-875B-C2B40A6B2BDD/Windows6.0-KB974405-x86.msu
http://www.microsoft.com/downloads/info.aspx?na=41&srcfamilyid=eb9c345f-e830-40b8-a5fe-ae7a864c4d76&srcdisplaylang=en&u=http://download.microsoft.com/download/D/7/2/D72FD747-69B6-40B7-875B-C2B40A6B2BDD/Windows6.0-KB974405-x64.msu
http://www.microsoft.com/downloads/info.aspx?na=41&srcfamilyid=eb9c345f-e830-40b8-a5fe-ae7a864c4d76&srcdisplaylang=en&u=http://download.microsoft.com/download/D/7/2/D72FD747-69B6-40B7-875B-C2B40A6B2BDD/Windows6.1-KB974405-x86.msu
http://www.microsoft.com/downloads/info.aspx?na=41&srcfamilyid=eb9c345f-e830-40b8-a5fe-ae7a864c4d76&srcdisplaylang=en&u=http://download.microsoft.com/download/D/7/2/D72FD747-69B6-40B7-875B-C2B40A6B2BDD/Windows6.1-KB974405-x64.msu

3. Purpose

Many organizations today are migrating their customer support mechanism to SharePoint, ithielatively ease of access,

Issue Tracker (Team Edition)

collaboration and centralized storage and management features. However, the inbuilt issue tracking list template in

SharePoint is only good for basic tracking requirement and lacks the automation and sophistication, to amatiogffective
helpdesk system. There is no direct and easy way to source the ticket information, say from your emails in Outlook, except to
laborious, and not to mention, the precious human resoeecked

resort to copypaste trick, which is time consuming and
for data gathering.

Moreover, one of the important goals for a helpdesk is staying on top on the growing amount of support request emails from

endusers. But without an organized and structured lin

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 fesneintipt

an effective SharePoint based issue tracking system.

k between Outlook and SharePoint, cal@oblah information

Flew Chart: Issue Tracker for Outlook & SharePoint [Team Edition)

WSS 2.0, W55 3.0,
Summary Reports

MO55,

SharePoint 2010 Foundation,
Enterprise, Office 365 or any

e Cloud based SharePaints
e,
bl
-‘_\-«.— \‘:.‘_‘" \&! ® . ]
y ,
-y e
OLAP Reports t“‘r“ ta, Administrator chesen SharePoint lists that
""-».\"-.. *._  SharePoint will collect all trouble tickets raised by
Sa . st T~ / technicians from Outleck emails,
- *a -
Knowledge Base List|y R A -
M= ‘\-\ .‘_ ,..‘. :Iq .............
s <. " - .
Calendar that stores all =|—°H- oo AT Seapzrtenin, TECI‘II‘IICIEI‘IE raise I:r-:nul:lle_
the Tickets due dates ~ e [TT] < . tickets Frl:-n_'l Dgl:ll:u:-k emails
h‘"""*--* ﬁ_ o X to SharePaoint lists, manually
Helpdesk Settings Diata Source _""[E;{ ........ You ) o, s, with a click, or automatically.
List 'TEamIssuETrackerﬁettings'H - T, ’ i

Outlook with 'Issue
Tracker Admin'

Add -in
ﬂ,,;n

Helpdesk Manager responsibilites:

- Choose destination SharePeint ticket lists

- Map fields between Outlook mail and SharePaint

- Define Problem Categeries, Types and Statuses

- Define Custom Fields, drop down lists

- Cantral and Streamline the ticket collecting process

- Enable Automated Motifications to Callers and Technicians

- Deploy the Helpdesk configurations to all helpdesk technicians

Issue Tracking System overcomes this limitation by extending your Outlook as an ideal platform to raise trouble tickets from
a butt@uithook, it can analyze your emails and collect ticket specific

emails to one or more SharePoint lists. With a click of
information such as contact details and problem desc

AssistMyTeam SMB Solutiohgvww.assistmyteam.net

Outlosk with 'Issue

Tracker Technician'
Add-in

Techi * Tech 2 . Tech 3

f%u‘; %J %xﬂ

End users send emails to
Helpdesk seeking Euppnrt

Caller 1

- +1

Caller 2‘ .

Caller 2

Issue Tracker Technician Add-in in Outlook gets the helpdesk
coenfigurations frem the Helpdesk Settings Data Source list, that
contains the logic on generating tickets from emails.

ription.
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4. Installation

Issue Trackeor Outlook & SharePoint is a groupware solution consisting of two por§@dmin andTechnicninstall.

1 Admin installisfor managers and administrators, who would perform the global configuration of the helpdesk,
choose and setup SharePoint lists, map fields between Outlook and SharePoint, configure ticket collection behaviors
in Outlook etc.

1 Technicianinstall isfor individual helpdesk staff that will be raising trouble tickets from emails in their Outlook to one
or more of the Administrator chosen SharePoint lists.

Before youand your other usersan startraising trouble tickets fron®@utlookemailsto SharePoint, you need to install the
Admin tool (for configuring a centralized configuration) and Tieehniciartool. You can download it from
http://www.assistmyteamnet/IssueTrackerSP/download.asp

NOTE: We also have a MSI version of the installers for both the Admin and the TechnimiaYeddan download these
setups from the download page.

AssistMyTeam SMB Solutiohgvww.assistmyteam.net
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4.1 Admin Installationand Configuration

Step by step procedure ivgn below:

Step 1.Run thelssueTrackerManag8etup.exeo 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. Please also ensure Outlook is shutdown (if already
running or active in the task manager) as the pdbas to install an Outlook add.

i'-.% Issue Tracker Admin Tool - InstallShield Wizard

Waelcome to the InstallShield Wizard for Issue
Tracker Admin Tool

The Installshield(R) Wizard will install Issue Tradker Admin Toaol
- on your computer, To continue, didk Next.

NOTE: 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 protected by copyright law and
international treaties.

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

i@ Issue Tracker Admin Tool - InstallShield Wizard
Destination Folder
Click Mext to install to this folder, or dick Change to install to a different

G Install Issue Tradker Admin Tool to;

C:\Program Files\AssistMyTeam\Issue Tracker Admin Tooly

< Back ][ Mext = J [ Cancel

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

AssistMyTeam SMB Solutiohgvww.assistmyteam.net
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i@ Issue Tracker Admin Tool - InstallShield Wizard

Installing Issue Tracker Admin Tool
The program features you selected are being installed.

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

Status:

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

=

i
nl)

I.:'l

o
o

« Back Mext = Cancel

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

i Issue Tracker Admin Tool - InstallShield Wizard

InstallShield Wizard Completed

 The Instalishield Wizard has successfully installed Issue Tracker
Admin Tool. Click Finish to exit the wizard.

AssistMyTeam SMB Solutiohgvww.assistmyteam.net
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4.1.1 Administrative Configuratiorg setup helpdesk settings data source

The next step is to choose a SharePoint site, under which,
new list titled TeamlssueTrackerSettingsould be created,
to store the metadata and mapping settings as performed
the administrator.

Why store the helpdesk settings in a special SharePoint lis |

Because your helpdesk staffs can be scattered in different
geographical locationgnd might not havaccesgo the
O2YLI yeQa f 2Ol fusing$ detivaridatabbise
2NJ aKFNBR T2t RSNJ g2y Qi oS
system, the helpdesk configuration and settings data are
stored in a specialfarePoint lisi{having the name
‘TeamlssueTrackerSettingshich is accessible to all helpde
staffs, on the local network, WAN or via the WWW.

In short, this list will act astdelpdesk Settings data source
and other technicians with their Issd&acker User adah
would connect to it.

File Home send / Receive Folder View
@ ? \% =) @) sync sett
Lf # Advancec

Team Mew Empty  Raise Add To —

Settings = Ticket  Ticket in = Existing Ticket &3 Current
% Configure Helpdesk Settings Data Source...

ra Configure SharePoint Ticket Lists

=| Problems List It

Statuses List

=| Customs List

Start Outlook and you would be automatically prompted with the
W) St LIRSa] {SGidAy3aa 5F4F { 2dzNJ
invoke it fromTeam Settings > Configure Helpdesk Settings Dat:
{ 2 dzZND S X

ClickBrowse..." to specify the SharePoint site where the 'TeamlssueTrackerSettimgh'Hesicreated (or located,

in case it is already been configured or created previously).

¥ Issue Tracker : Connect to Team Settings Data Source

B | &
Save Exit

Connect to Helpdesk Settinas Data Source

SharePoint list TeamIssueTrackerSettings'where helpdesk logic and settings data are stored;

| Browse...

Impart URL from file...

] [ Test Connection ]

Enter the SharePoint URL site to show all availablesged and listsSelect the particular site to which

0KS {StGdAy3a tArad g2dz# R

0SS ONBI GSRZ

YR GKSy OfAO01 W 2yFANNQ

Choose a SharePoint List ]

Enter or Choose SharePoint site orList URL

hitp: fbytepad/

I | Retrigve |

Select a particular list

Show sub-sites

= 2't' Team Site {http://bytepad)

= il Helpdesk (hitp: //bytepad helpdesk)
[= 2"t Departmentl (htip://bytepad helpdesk/department1)
+'t' Department2 (http:/fbytepad/helpdesk/departmentl/department2)
11" sales (http://bytepad/sales)
1'+" TimeSheets (htp://bytepad/timesheets)

I Confirm Cancel

|

¥ Team Settings : Data Source

Helpdesk Settings Data Source
SharePoint list TeamIssueTrackersettings'where helpdesk [ogic

'http:ﬂ'nytepad;'Helpdesk,ﬂ_istsﬁeamlssueTrads:erSetﬁngs

hy OS

& 4 dz a@&velpupsk settings list will utomatically createdn the chosen SharePoint sitghen the manager

configures the admin tl the first time. Issue Tracker Technician @aéhstalled on the helpdesk staff's system would then
connect to it and retrieve the helpdesk logic and settings data to the local system automatically.

AssistMyTeam SMB Solutiohgvww.assistmyteam.net
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4.2 User Installatiorand Configuration

Step by steprocedure is given below:

Step 1.Run theTeamPublisherUserSetup.darestart 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. Please also ensure Outlook is shutdown (if alreagly runn
or active in the task manager) as thewgehas to install an Outlook add.

i'-,%'* Issue Tracker Technician Tool - InstallShield Wizard

Waelcome to the InstallShield Wizard for Issue
Tracker Technician Tool

The InstallShield(R) Wizard will install Issue Tracker Technician
~ Tool 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
succeed.

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

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

i@ Issue Tracker Technician Tool - InstallShield Wizard
Destination Folder
Click Mext to install to this folder, or dick Change to install to a different

G Install Issue Tradker Technidan Tool to:

C:\Program Files\AssistMyTeam\Issue Tracker Technician Tooly

< Back ][ Mext = J [ Cancel

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

AssistMyTeam SMB Solutiohgvww.assistmyteam.net
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i@ Issue Tracker Technician Tool - InstallShield Wizard

Installing Issue Tracker Technician Tool
The program features you selected are being installed.

Please wait while the Installshield Wizard installs Issue Tracker Technician
Toaol, This may take several minutes,

Status:

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

=

i
nl)

I.:'l

o
o

« Back Mext = Cancel

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

i Issue Tracker Technician Tool - InstallShield Wizard

InstallShield Wizard Completed

 The Instalishield Wizard has successfully installed Issue Tracker
Technician Toal, Click Finish to exit the wizard.

AssistMyTeam SMB Solutiohgvww.assistmyteam.net
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4.2.1 Client Configuratiom connect to helpdesk settings data source

Once installed, the user will be prompted to specify Team Issue Tracker  TEENE TS :
o L . / Receive Folder
the HelpdeskSettings Data Sourcehich is nothing,

but a special SharePoint list having the title % |Z % @4 5 New Empty KB
‘TeanissueTrackeéettings', which wasonfigured =| <@ Convert Email to KB

; Mly Mew Empty  Raise Add To o
previously by the helpdesk manager Options~|  Ticket Ticket in - Existing Ticket ' Reply Email with a KB
Set Helpdesk Settings Data Source... _-__:'f’m Issue Tracker

LF GKSelpdesiS 1 { 2dNDSQ L <
show up, you can invoke from tidy Optionsmenu > =
SetHelpdesk{ SG Ay 3a 514Gl {2dz 3 My Tickets...

My Preferences...

Srom
.ﬁﬁi Tickets Automation... I

=TT T a4 mata nidar

¥t Issue Tracker : Connect to Team Settings Data Source

3

Save

2

Exit

Connect to Helpdesk Settings Data Source
SharePoint list ‘TeamIssueTrackerSettings'where helpdesklogic and settings data are stored :

| || Browse. )

Impart URL from file... ] [ Test Connec

Click 'Browse..." to specify the SharePoint site where the TBsanaTracke&ettings' list is located

Enter the SharePoint URL site to show all availablesgab and lists. If your helpdesk manager had alreahfigured Issue
Tracker System with the admin tool, there would be aTisemlIssueTrackerSettingisat stores helpdesk configurations
including destination SharePoint lists and their corresponding mapping settings. Select that list to maintain apetiman
between the Technician adid and the Helpdesk data source.

Choose a SharePoint List ScreenshotThe SharePoint list chooser

dialog box, where it shows all the
Enter or Choose SharePoint site URL available suksites and their lists displaye

|htn:|:,f,fbytepadﬂ-|elpdesk w | Retrieve in hierarchical order.

Select a particular list

[= 2't' Team Site (http://bytepad)

= ¢t Helpdesk (http://bytepad helpdesk)
B TeamlssusTrackerSettings _

= ¢! Departmentl {htn::ﬂbytepad;hel“fdapfrhﬂentl}l
#'s! Department2 {htn:l:ﬂbytepadﬂ'lelpd‘ék "*ar,pﬂentlfdepartnentzj

1't" Sales (http:/bytepad/sales) ‘::-,. H"*'---"---..._____

21! TimeSheets {htm:ﬂbytepadﬁijShEitfl*p" e """l--I|~

/ "TeamIssueTradierSettings' 3
lt\ list that was configured by i
“~._ Your helpdesk manager -

-
- L
- -
i

| confim || cance |

Now, click the Save button, to confirtime connection. Issue Tracker Technician-adid now ready to raise trouble tickets
from emails in Outlook to one or more of the administrator chosen SharePoint lists.

i Team Settings : Data Source

Helpdesk Settings Data Source
SharePointlist TeamIssueTrackerSettings'where helpdesk logic and settings data will be stored :

|htt|:l:ﬂby‘tepad)Helpdeskﬂ_istsﬁeamlssueTradcerSetﬁngsl | [ Browse

[ Export URL to file |

AssistMyTeam SMB Solutiohgvww.assistmyteam.net
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When you navigate to any Outloohail, appointment or contact, the Issue Tracker toolbar and ribbon are available in tt

Outlook explorer and inspector window.

Screenshotlssue Trackel

=E Team Issue Tracker Home Send / Receive Falder View Developer oo .
- specific ribbon available
% ? % =t @ New Empty KB @2 sync Settings 9 in the Home tab of the
Lﬁ < Convert Email to KB # Tools - Outlook Explorer
M}.r Mew Empty  Raise Add To o o — _ Help window.
Options = Ticket  Ticket in = Existing Ticket ‘=] Reply Email with a KB g3/ Current View ~ -
Team Issue Tracker {
: i : < ¥
4 Monicalewis@AssisthMyTe A e
E ,f"'"# .
> Inbox , + lIssue Tracker ribbon ™
Arrange By: Datey _
L7 Drafts 1] in Outlook Explorer 1}
> [ Sent lems (1) * Window S
4 Older i -
fa) Deleted Hems (53) et T -
4 Ben Mel
123 RE: Cutlook database exporter
back il
% Saebrls e y_:; robert.barsan@orange-ftgroup.com
- B el RE: strange behavior
File Team Issue Tracker Message Developer ScreenShons_s_ue_
Tracker specific ribbon
(E% AP, b New Empty KB available in the
g Convert Email to KB Message tab of the
Raise Add To o
Ticket In = Existing Ticket G.J Reply Email with a KB O.UtIOOk mail inspector
Team Issue Tracker & window
-r, L__'-'"'ln--.
@ You replied to this messa ""'h.,‘
From: Ben Mel :ibl;" Issue Tracker "'L‘ sent: Mon 7,
To: assistmyTel  Tibbon in the mail )
Cc Joubert '|."'.n'|llem inspector w'"dow‘_,.f"
Subject: RE: Qutlook daté‘basu...,.._..--"
Hi
Which field can be used to identify a conversation thread.

To raise a trouble tickdtom an email selectthe email or open the email itepand click theRaise Tickenhi drop down ment
to show all the availabladministrator specified SharePoint lists. Choose and click the particular SharePoint list under

the ticket item will be generated.

O

File. Home Send / Receive Folder View
@ | ? I% ﬁ @ sync Settings 9
L'//A’ # Advanced -
Team Mew Empty| Raise Add To — ) Help
settings - Ticket  [Ticket in |Existing Ticket &3 Current View ~ -
T Issue Tracking [http://bytepad/Helpdesk)
* Helpd
M Helpd{ e Tracking (http://bytepad/Helpdesk)
Arrange ge: Date Raise Trouble Tickets from the selected
mails to the SharePoint list Tssue
Tracking' under
4 Ofder http://bytepad/Helpdesk
[~d John Nash Team Issue Tracker for Outlook and
Problem sending email fr

SharePoint

ScreenshotTo raise a trouble ticket in
SharePoint from an email, click a
SharePoint list from the 'Raise Ticket in'
drop down list.

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 thatredpbasble for
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.

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

Generate New Ticket [
Create New Ticket in ,f" Caller details automatically "\'
A\ = ]
ulated from the email #
sharePoint Li5t|hth:|:f,"nytes13ﬁunﬂ.istsﬂssue Tracking gl e |
f’ ~l"‘l-."""-"'-'—---—---—-u--""'"..I =
. ,f .f""
Caller Information e Custom Fields
Mame |Jc:|hn Mash ! Custom Field Value
Email - States MA hd
mai |JuhnNash @AssistMyTeam.local | Problem Severity Urgent ~|
Phone |+4.q.33434343 | Service Level SLA 3 -
Caller Category ILevel 4 Corporate Executives | -
Company |.ﬁ.MT | —_ o
"'._.-l-- lnl--l-."‘ i e e e J'
- ~ - bl
Problem Information *{‘ Enter problem \,!l ;’##;'ag e i th""
-= category, type -
Categary |5'E”:t'-"~'ﬁrE --“':T"'\ and status 4§ custom list values to ‘}
- - . .
Type |DFﬁ-:E 2008 ~ | h"""*--..,___-..--"‘" \ give more dﬁcr!l:"t"-"" A
*._ to the trouble ticket _-
Status |Processing v| \"“-...___‘_ '_____..-*""*
Assign - - -_‘-"'"'\.
= ¥ Assign Technician ™
ici i i Self [
Technician |Mnr1|:3 Lewis | E-— ___,.:W and Due Date J
-, <
Due Date | 9/ 6/2011 v || 9:18:20 AM - Dt T g
me Spent |4 S ate | Raise Ticket | | Cancel

Once a trouble ticket is generated successfully in the chosen SharePoint list, information regarding the ticket, such a
ticket ID, data/time and the URL to the SharePoint ticket are tagged and embedded into the email item in Outlook. Tt
only provides an easy way to go to the ticket item in the SharePoint site directly, but also prevents other technicians f
generating a duplicate ticket, from the same email (a possible scenario on shared mailboxes aahbiad public folders)

ScreenshotAfter a ticket is created, the mail item is tagged with information on the trouble ticket such as Ticket ID and URL
] | ol ¢ 4 ¥ |5 Problem sending email from my Outlook Client! Please Help. [CMS-36] - Message (HTMIL) = =

File Team Issue Tracker Message Developer LA

j"f Comment/Edit Ticket #36 _é. Mew Empty KB
,iili]pen Ticket #36 in Browser _.-é.Cnnw.rert Email to KB
= Untag £36 % Reply Email with a KB
Team Issue Tracker S -

9 Ticket #38 ted at: 1/11/2012 1:35 Al ""'"”’ FCLEr 1 tagged ah"g 1"\"
Icket 7o0 generatedat: 22 : |==®====  with date/time the ticket }
"h #

From: John Mash . was raised. . sent:  Maon 9/5/2011 &:03
To: Support o o

Co B

Subject: Problem sending email from my COutlook Client! Please Help. [CM5-36]

| Message | 7| Membership.pdf (53 KB] #]Screenshots.doc (46 KB

Dear Support, ,’?

- =y
" SharePoint URL of the s

LY

I have the following issue with my Outlook Client.
/  trouble Ticket embedded ™,
as hyper-link into the

Outlook Options
Outlook email item for easy

X . 5
zeneral reference and retrieval in S

l Save messages g later ime. g
L -

'h.h‘ -
H Automatically save items that have
[1

-
Calendar J .
Save to this folder:

Contacts ] When replying to a message that

-
L —

[ Mail
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In the SharePoint ticketem, most of the fields are populated with the metadata information extracted from the Outlook
item. For exaple, the caller contacts detail, the problem description, subject, attachments, formatting and style, inline
images and links are retained in the ticket. Also notice that, further information fed by the manager in Outlook, such ¢
responsible techniein, due date, problem category, type and status and other custom fields data are also available in
ticket.

ScreenshotThis is how the published SharePoint item #158 looks like in your SharePoint site (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 Raise drouble ticket from an Outlook contact or GAL (address book)

If yourhelpdeskstores the contact information of your callers/engers in Outlook contacts or Global Address Lists, you can
easily raise a trouble ticket by simply choosing the particular fuse the address book.

File Team Issue Tracker Home Send / Receive Folder View Developer

a-m % % Comment/Edit Ticket #36 5y New Empty KB @) sync settinas
(s} ] J
u

(€, Open Ticket #36 in Browser | gy Convert Email to KB ¥+ Tools -

Team My Mew Empty o e — i Help
Settings ~ Options~  Ticket %, I Untag #36 %] Repl b= Mg ' Current View ~ -
-
4 Monicalewis@As]  create Mew Tidket in y from the address :

. L book/GAL Wi ’

>[4 Inbox SharePoint List| Issue Tracking (http://bytestation) e _ __,-f’ w |
7| Drafts TSy T

> [=} Sent Items (| ~ Caller Information 4#” Custom Fields
(a] Deleted Itenf Mame | | Custom Field Value

States
(312 Email | | : | s
[d backup emal Foies smiall ~
, Phone | | Service Level -

ﬁ Calendar Caller Category -
84 Contacts Company | |
é.i Journal Problem Informat
f_'a_lunkE-maiI roblem Information
o | Motes Categary | Y|
(3 Outbox Type | v|

» [ Personal He Status | v|
LE) RSS Feeds

» 6% Saarch Eald Aecinn

{AYLX & Of A0l GKS WbSg 9YLIie ¢AO1SGQ o0dzid2y YR dzy RSNJ / | £ f ¢
book.You can then get access to all the contact lists, Global Address Lists etc, used by your organization. Choose the
LI NI A Odzf  NJ O2y il OG (2 LRLMzZ I GS GKS OFffSNI FAStRa Ay GKS Wt

Custom Fields @ Ticket #36 gen

- You forwarded
Custom Field

Choose Contacts

search: (3)Nameonly () More columns  Address Book

| | GO | Global Address List - Monicalewis b Advanced Find
| MName Title Business Phone Location
& Administrator -
1 | & Andy Mi +443234556 I
— | & AssistMyTeamSMBSolutions
& Benjamin +565676757
] & Francas Freedi Project Manager +4466 5434344 Bangalore I
~ | |& HowardBen +1446 75757555
£ Jacob Martin +145445556
4 | & James Scott +445664366
™1 | & John Miller Team Lead +44556543434
£ John More +135455566
£ John Mash : +4456532346
— | & Lisa Maurice +154654365
& Monica Lewis Auditor +445643343434
& Sales
& SarvicaNeck b
< >
[ add-> | | |
[ Ok ] [ Cancel ]

You will see that Issue Tracker automatically extracirtf@mation such as the caller name, email, phone and company from
the chosen contact. So, when you have a phone caller from auseidexperiencing some issues and need support from
your helpdesk team, you can easily raise a trouble ticket fusieg the information of the caller you already have in your
address book, thus saving you time and effort, and increasing efficiency of the ticketing process.
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5.3. Escalating and updating email conversations to trouble ticket

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

| |d 9 U 4 ¥ |5 problem sending email from my Outlook Client! Please H ScreenshotTracking tag and code
are automatically embedded into
: e Message the original email
- x a Reply m & Open Ticket #4 in 'Web Browser ,_E backup emails
RE ]
a Reply All % Untag #4 E,;. To Manager
-~ Delet -
&~ Delete i5 Forward = 3 Team E-mail
Delete Respond Team 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, [CMA-4]

-] Message Membership.pdf 36 KB) [l]Screenshots.dock (92 KB)

SharePoint Ti

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

2| = @ O & ¥ [5 RE Problem sending email from my Outlook Client! Plea ScreenshotThe tracking code
) _ remains intact in the subject of the
File Message Insert Ciptions Format Text Review outgoing email, bus allowing for
- Calibi u A s B ggﬂ %-] automatic tracking and update of
_j 23 Set el ticket
Paste I U | %P A - = = | i= = Address Check  Atta
- 7 B = - s S Book Mames File
Clipboard Basic Text Fa Mames
To... |Juhn Mash
=7 [ . |
5end
Subject: |RE: Problem sending email from my Cutlook Client! Please Help
) £y
Hilohn, T
. e N
Try the following _Stepﬁ: ,"Tracking code ™
1. Open Mail. { andTidetd %
2. Choose Preferences > Accounts { intract in outgoing :
3. Specify 120 in the ‘Port to Use for Outgoing SMTP’ |  responsetothe f
. caller r
L -
Hope this fixes the issue. Let us know about the outcome ===

This means, the ticket item and description field will be updated live automatically, as and when the email is sent out or
received. This greatly enhances the productivity of the helpdesk becaodechnicians are required anymore to monitor the

mailbox for new replies from caller, nor there is need to add and update the new information to the relevant ticket manually.
Issue Tracker system automatically does that for you.
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ScreenshotThe Sharedint 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."
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Automated notification emails are sent out to the caller, confirming about the ticket allotment. A snippet entry is available

the descripion field, that informs helpdesk staffs what the type of notification was sent, when it was sent, and to whom it
was sent. Natification about the ticket assignment 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 doitthe caller from the helpdesk, the description field of the SharePoint ticket is
automatically updated, to show the response made to the caller, and by whom.

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 automaticallgtegegain.

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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5.4 Editing existing ticket and adding new comment directly from Outlook

Now that you have already raised a trouble ticket in a SharePoint list from an email, you or the assigned technician will sta
working on resolving the ticket. Normally, the technician would directly open the SharePoint site in a web browser and edit
the ticket list item directly. Another way of doing this is from the comfort of your Outlook.

|E-|| “ﬁ o= Inbox - Monicalewis@AssistMyTeam.local - Microsoft Outlook (Trial) = EOER
File. | Team Issue Tracker Home 3end / Receive Folder Wiew Developer L] 9
@” % @ ,; Comment/Edit Ticket #36 B Newgem™"" “"""ﬂ:lg Settings 9
=AZe [, Open Ticket #36 in Eirt}‘quer _.5'} Edit or add comment %
Team Mz.r Mew Empty to the ticket #36 ; Help
inas - . = Untag £36 Yo , _ view= .
Settings ~ Options Ticket L Y .ﬂ]\‘ raised earlier ’Jt
Team Issue Macker “s r ol
< A T
4 Monicalewis@AssisthiyTe % o <
= = X
Bl Inbox B A
Arrange By: Date Mewest on to -
LA Drafts 9= ‘\\ ° %
i [} Sent ltems (1] \ =
4 Older ! =
{a) Deleted Items (53] : 1) | -l
2 John Nash \ 9/5/2011 g
(312 . Problem sending email from my Outlook Client! Please Help, [CMS-36] o | g
back il -
3 backup emails % Bob Clift 7/28/2010 ﬁ
:%E Calendar RE: Reguesting change to the SharePoint List Mapping =}

If you select the email from which the ticket was raised, or from any email that is associated with that ticket, youewik obs
that, there is an optiot!/ 2 Y¥ 6 § R A (underith® $s8eliT@cker toolbar or ribboBimply clicking it would load the
ticket information in editable form in Outlook. You can then easily edit or update the data into the ticket or add new
comment without using your web browser andasehing for the particular ticket list item amongst the lot.

Add new comment or edit Ticket X
Ticket ID |36 | Open ticket in Web Browserizsd Mode  Edit Mods
SharePaoint Site |htn:|:h"nytes13tiun | List |Issue Tracking |

Category |Suﬁware W | Status |Prncessing W |
Type |Office 2008 v Due Date | 9/ 6/2011 v|| o:8:00am (2|
Caller Information Custom Fields
Name |Jﬂhn Mash | [ ] Custom Field Value

States Jraa -

Email |JnhnNash@Assistr~"lyTeam.luml | Problem Severity Urgent -

Phone |+44BB434343 | Service Level SLA 3 -

Caller Category Level 4 Corporate Executives -

Company |AJ'u'|T |

e o s o g
- L
'ﬁ

“a

| '! Add your comment

Assigned To |munim lewis \ on the ticket here 4

% -+
’ ” Self ” I:Iear] 'h--._,____“____" ‘_____..--*
“""-l'
Mew Comment | I have already investigated the Exchange account settings of John Mash on the windows server, and I can't find
any disparity or fault with it. I have informed John that it will take time, and will get back to him by 15th Jan
2012,
Time Spent [ ] Mark As Resolved

N R—
Add New (Hrs) | Update Ticket | | Cancel
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5.5Replying to a ticket/email with a KB article

Refer to sectior8.3
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5.6 Marking a ticket as resolvedor re-opening resolved tickefrom Outlook

When you have resolved a trouble ticket, you can mark it complete or closed, such that that particular ticket is no longer

monitored and tracked by other technicians/managers, as well as to ensure, that no further automated notification are sent

to the caler (from Issue Tracker add). Though you can mark it resolved by opening the particular ticket list item in your web
browser, there is another easier way of achieving it from Outlook. What you can do is, select an email that is related to the
ticketinh dzif 221> FyR Of A0]1] GKS W/ 2YYSYGk9RAG ¢AO1SGQ 2LIiA2y TN

0] |= Inbox - Monicalewis@AssistMyTeam.local - Microsoft Outlook (Trial) o = OE

File Team Issue Tracker Home Send / Receive Folder View & E

a-ﬂl % ]?; ff cnmmentaEdlt Ticket £36 <y New Empty KB @ sync Settings 9

j_éﬂpenﬂ‘cketﬂﬁ in Browser _&Convert Email to KB 2 Tools -

Team M].-' Mew Empty 3 o o = ] Help
Settings =~ Options = Ticket T Untag #3 \.‘\ ] Reply Email with a KB g3 Current View ~ -
Add new comment or edit Ticket %
R Ticket ID |36 | Open ticket in Web Browser Read Mods  Bdit Mode
> 5=y In _ ;
L3 o SharePoint Site |htt|:|:ﬂbytes13tion | List |Issue Tracking |  §
- = S Category |5|:-Ft'.-\'are vl Status |F‘ru:u:essing vl
@ D Type |Office 2008 v| Due Date | 9/ 6/2011 v|| o:s:00am 2|
a1 Caller Information Custom Fields
Q@b Name | John Nazh | [E] Custom Field Value
= g
States Jraa =
84 g Emall hdr@agl‘w@.b.ssmth‘lyTeam local | Problem Severity Urgent -
éﬂ 1 Service Level 5LA 3 -
‘f{mu can also add -
’ R | Caller Category Level 4 Corporate Executives -

@ /7 somecommentsto |
ol M - go along, and it

s o

= e ;.5 would be updated
>CF P ~, totheticket |
g A .h"“"r--....,_,_____“I ,.--""‘ ’E ” Self " Clear]
(@ s W
New Comment | Finally, found a solution to John's issue with his Outlook. I have generated a new KB as a conseguence, for
s future reference and proofing.| Pl -
- - - -
&4 s /" Checkthis s
FL S { optiontomark
£ T Y theticket as y
AT %, resolved  *
h""h.- !J
. - -
4 Public Ny
A

Mark As Resalved r

; I_g E Time Spent

g () Rt
| mane [ e [ vpssterarer |[ conee

11, =| E—— —

'YR GKSY FNRBY (KS ¢AO01SG SRAG F2N)¥Y3I @2dz Oy OKSO]1l GKS 2LJi7
ticket to go along. If your administia2 NJ K I R SS¢nddofifiGton i €afler When ticket is marked resofRed

notification underTeam Settings menu > Advanced Team Options > Notificatitssie Tracker will send out the alert to the

caller at the same time. This (notification alégthot available if you use your web browser to mark it as resolved.

Likewise, if the caller phones the helpdesk to inform about the problem resurfacing again and escalate the resolveduicket, y
will have to reopen the ticket. In such a case, you cakude®® | G KS Wal N] !'a wSaz2f @SRQ 2LJiAz2y
it will trigger a case reopening notification alert, which Issue Tracker will send out to the assigned technician.

However, if the caller replies back to a resolved ticket via eméik ifeply contains the ticket code in the subject, most
probably Issue Tracker adid will catch it and automatically updates the ticket with the new information. At the same time, if
the ticket is in resolved state, it would be reopen automatically, astification of reopening ticket will be sent to the

assigned technician.
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5.7. Adding a new email to an existing ticket

Sometime, you might have emails that are not in continuation to an existing ticket, but are related 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 subject. With the tracking code, Issue Tracker will
upRI4S GKS GAO1SG AGSY 2F GKS LI NIOAOdzZ I NI { KFNBt 2Ay G £ A&
R2 A& FRR GKS SYIFLAft Ylydzadtfte G2 Iy SEAadGAy3a GAO1SG® 2
Issue Tacker toolbar or ribbon.

j g cend /R Ford . ScreenshotSelect the email that you want to
ome S B l23a20AFG8 sAGK | GAOY
@ % @ @ sync settings 9 ] 9EAAUGAY3T ¢AO01SGQ o6dzii
% Advanced -
Mew Empty  Raise Add To Help Mew
Ticket  Ticket in = Existing Ticket &3 Current View ~ - E-mail [tF
Team Issue Tracker Mev

Add the selected Mail items to your chosen SharePoint Ti

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

Sharon Elmes Invoice Details Required
Andrew Wheel... Date/Time

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

robert.barsan@... RE: strange behavior

Ina Prmbam BE: aca numbiarinm

HIDD PP

What it does is, to enable you to choose the particular SharePoint list in which the trouble ticket ibeatésl. And then it
will let you select the particular ticket ID.

Issue Tracker : Add Emails to Sharepoint Ticket ScreenshOtSGIECt theparticular

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

. Issue Tracking (http: //bytepa
Choase the Ticket Number to which the s Helpdesk (http://bytepad) .
D Subject SupportCalls (http:/fbytepad) 1y
Support Requests (hitp: h"nytepadﬁer esk)
Email Copies (http://bytepad helpde

" Choose the particular ™

&
Fi . .
i SharePoint list to which “i
v the selected email y
. would be added to p
\“ "‘.r
45 ¢

Confirm ] I Cancel Enter SharePoint site UR

All the ticket items available under the selectéldarePoint 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 Outlook would be added and associatedhie 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 /ftA01 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 the email. Notice that, the @cttlabk email item is also
added as an attachment in MSG format. What it means is, other technicians can 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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5.8. Untag and reset a processed email item @utlook

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 sége 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 wilde-associatehe Outlookmailitem from the Sharepoint ticket iteprand you can theagain raise aewtrouble
ticketto a different SharePoint list.

Tilgnore x ' % _\@ ' 3 B2 Meeting €, Open Ticket #4 in Web Browser
F Untag #4

%Junkv Delete | Reply

Delete

are -

References to
existing ticket
raised from this
email earfier

Team Issue Tracker

& Added to Ticket #4

From: John Mash
To: Maonica Lewis
Cc

Subject: RE: Problem sending email from my Cutlook

t! Please Hel

CShalEPuint Ticket: #D
| have the following issue with my Outlook Client.

Outlook Options

General ‘

Dear Support,

Save messages

[ ail

I_I Automatically save items that have

Note that, the functionality taun-tag or reset an emaiiepends on thénelpdeskadministrative settings. If the administrator
had enabled it, individuakchnicianwill see this additional utag button in their Outlook when an email that was already
processedlis selected or opened
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5.9 My Ticketsg displaying all tickets assigned to you in Outlook

2 A0K (G0KA& Wa gTeamAsSug Backe> My SptienelyNIBkety you can list and work on the tickets (raised in
one or more SharePoint lists) in Outlook that is assigned to you by your manager.
DIEE A Inbox - Maonicalewis@AssistMyTeam.local - Microsoft ¢

File Team Issue Tracker Home S5end / Receive Folder View

re=] | . Comment/Edit Ticket #36 g Mew Empty KB
8% | 5 Zi-

,ﬂaﬂpen Ticket #36 in Browser _&Cnmrert Email to KB

Team ky Mew Empty o o
Settings - Dptinns - Ticket f Uﬂtag #36 ﬂ R.EF:'I}II Email with a KB
My Preferences... Team Issue Tracker
4 Monicz

3 My Tickets...

* Lg] N Tickets Automation

L# Drars o] Show all tickets from SharePoint that assigned to me
- [=f Sent Items (1]

fa] Deleted Hems (58)

LA 135
[ backup emails

lﬂ‘i} Team Issue Tracker for Qutlook and SharePoint
Press F1 for add-in help.

Problem sending email from my Cutlook Client! Please H

% Bob Clift
ﬁ Calendar . L i P _—
RE: Requesting change to the SharePoint List Mapping

[ (oS R

Ly GKS Waeée ¢A01S0GaQ LIyStx @2dz Oy aSt SO0 yok®il belhdidnA Odzf | NI {
. 2dz Oy dzaS GKS WwWIffQ 2LIA2y> (2 a0ly F2N &2dzNJ) (tdt®feSG & F NE
shown, by the tickettype2 Yy 32 Ay 3 2NJ NBa2ft SR 2NJ 620 K® YR KSYy LINBaa Y{

B My Tickets (=)(E3
From SharePoint Ticket List Ticket Type
Al v| |Both v [ show ]

= Selecta SharePoint Ticket list
Search Result : 15 tickets found (Ongoing = 11, Resolved = 4} “Ticket type to show - Ongoing, Resolved or Both

| .:g\.l Open in Browser I

Subject =ID Status Due Date Caller Email Category Type

= How do I configure access pe... CM3 oL 12252011 11:4.. John MNash JohnMashi@Assist...  Hardware Sony VAIO
|1 outlook.exe process won't sh... CMS-17 :"Q;E'c_e_sﬂu_q_ — 1,.’3,.’2[] 12 2:11PM Grant Y. Lee grant@freedweiss.... Hardware Dell XPS

o Address Book won't show the... CM5-21 ,f'} “-ﬁq_u 6:29 PM Bob Clift BClift@e-skills.com Hardware Sony VAID
g#iPad blurring fonts CMS- 2}’ Double-click to load ‘*-‘i? 30 PM robert.barsan... robert.barsan@or.., Hardware Dell XPs

|1 Email stuck forever in the dra... CMs4  and open the ticket Y2:05. Bob Clift BClift@e-skills.com Hardware Sony VAIO
|_1 Printing problem with PDF ma. .. ::Ms-ll.lh details for editing in ~ 2:01PM  Baob Clift BClift@e-skills. com Hardware  Dell XPS
|_1DVD drive strange noize CMS—J‘.@.\\ Outlook ,#ﬁ 12:06... Bob Clift BClift@e-skills. com Hardware Sony VAIO
|_1 strange behavior with my Ma... CMS-33 \"'*-..,_ __,...uff[):l}l 5:22ZPM  robert.barsan... robert.barsan@or... Software IE

-

|_1 Problem sending email from m... CMS-35 Processing 9/6/20119:18 AM John Mash JohnMash@Assist...  Software Office 2008
_',;z}Cnnﬁguring access permission... CMS-5 Processing 1/3/2012 4:30 PM John Mash JohnMash@Assist...  Software Office 2007
|1 website usability issue CMS-5 Processing 11/2012 11:23PM  Becca rlp@dksassodates.... Hardware Dell XPs

|1 How to archive old emails to a... CMS-7 Pending 1/1/2012 10:38 PM  Lynn Muckols [ynn_nuckols@key... Hardware Dell XPs

|1 Email viewing problem with di... CMS-8 Pending 112012 10:41PM  Lynn Muckols [ynn_nuckols@key... Hardware Dell XPs

|1 iPod won't shutdown THE-1 Processing 172012 10:52 AM  Some one soeone @dsds,com Hardware Dell XPs

|_1 Mouse sensitivity issue 'G-.___TNK—Z Invalid 1/13/2012 12:08 ... AS555 gsee @dsd. com Hardware Mozilla

“™  Tickets that are assigned to you

£ >
~J — s

You will observe thathe tickets are listed in tabular form with detail information on each ticket. You can distinguish between
ongoing and resolved tickets by the icon. For exarr Jds for ongoing ticket, wherea:# is for resolved ticket.

When you select a ticket fromhe list, notice that, the buttons on the toolbar becomes active, and based on the state of the
ticket (ongoing or resolved), the actions and tasks that can be performed on the ticket are enabled. You can replylés,the cal

choose a relevant KB article €mbed to the reply, forward to a third person or stakeholder, edit and comment to the ticket,
mark as resolved or reopen or delete the ticket and more.
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To load a particular ticket to edit/comment, select the ticket item in the list and either dedible O1 A G 2 NJ LINSaa (K
button to open the ticket form in Outlook.

Add new comment or edit Ticket 3]
Ticket ID | | Open ticket in Web Browser Resd Mode  Edit Mods
SharePoint Site |htt|:|:h"nytes13tinn | List |Issue Tracking |
Cateqory |Hardware » | Status |Prncessing w |
Type |5m-.y VAIO v| Due Date |12;25,.fzu11 v| |11:45:uu M A |
Caller Information Custom Fields
Mame |:|Dh|-| Nash | [ ] Custom Field Value
States | -
Email |JnhnNash@.ﬁ.ssish‘~"lyTeam.||::u:a| | Problem Severity -
Phone [ +4458434343 | | [perviesteve hd
Caller Category -
Company |.ﬁ.l'~"IT |

Assigned To |muni:3 lewis |

|3 || seif || clear|

Subject |Hnw do I configure access permission to my DVD drive?

Mew Comment

Time Spent Mark As Resalved

T R —
Add New I:I (Hrs}) | Update Ticket | | Cancel

You can now feed information and comment to the ticket and update, from the comfort of your Outlook. If you are the

manager, and are assigning the ticket to a technician, I$saeker will automatically send out notification alert on the ticket
FaaA3dyyYSyid G2 GKS GSOKYyAOAlLYys>S a ¢Stf Faz AyaSNI RdzS RFGS
Tracker will also add or update the due date informatiothefticket into an administrator specified dedicated SharePoint

calendar.
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5.10. Automatic trouble tickets

Issue Tracker technician aéfdprovides a way for automatic raising of trouble tickets on a particular SharePoint list from new
incoming emailswithout requiring your intervention. This is achieved by 1tgale 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 pyoses. This spares you from having to do that laborious work of selecting emails and clicking a
SharePoint list from the drop down to raise tickets.

¢2 O2yFAIAINE GKS !dzi2YlI GAO tdzotAaKAY3I FSIGdz2NBxZ 32 G2 W! RO

Home Send / Receive Folder N
E (E_g Sync Settings 9
%Advanced - —1
Publish
To~ 3 My Personal Settlngs i
Tea
[ Publish Folder To... P =

alewis@As . Automatic Publishing...

o]
I EL o™il Fram

This Configuration Panel shows all the monitored 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 ™ Exchange Mailbox - Add a shared exchange user's mailbox [~ f* Exchange Folder - Add an exchange pub

Select Folder ...

Mew Selected mailbox/folder
Monitored Folders list

Folder Mailbox Problem Category Problem Type Status Technician SharePoint List
Francas Freedi Software - |Office 2008 w |Processing - Monica Lewis Helpdesk (http://bytepad) I
Wsupport\Inbox  Hardware w [iPhone 3G w | Awaiting - Wang Li Issue Tracking (http://bytepad/Helpdesk)
WPublic Folders - Mt Payments w (Commission » |Pending - Howard Ben Support Requests (http://bytepad/Helpdesk) ~
WPublic Folders - Mt Contracts w [Loyalty Scheme |Delayed - Benijamin SupportCalls (http:/jbytepad) B

Iv Publish un-processed items to tickets under monitored folders during Outlook Startup Resat Tachnician

¢2 Y2YAU2NI I ySg hiAt 80§Q CRIZRENEK L INEHQutlaokKGerFiok Be pRoSipt A NJ
RAFE23d | yR (i KRyirmRIAMMD 10 20 KKSRFO dalyli 2lyK 3P Y2y AG2NBR fAada INAROD
list you like the Outlook items of this folder to publish to automatically.

You can also assaté a default value for fields such Beoblem CategoryProblem TypgeStatusandTechniciario a
monitored folder or mailbox, such that trouble tickets generated from the particular mailbox or folder, will have those
associated values, automatically asgd. As a consequence of this dynamic assignment, Issue Tracker will send out
notification emails, to the assigned technician automatically.

This automation allows helpdesk managers to get rid of manual assignment, and helps to improve the efficiency, and
response time of your helpdesk team.

You can also deactivate the automatic processing of a particular folder or mailbox, without needing to remove it fraim the lis
This may prove useful in circumstances where you watertgporarycease the automatic pr@ssing of incoming emails into
the mailbox or the folder.
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5.11. Work with Outlook Views

Send / Receive Folder View

;%5’

Add To
Existing Ticket

Team Issue Tra

Outlook views are a wonderful tool to automatically sc
quickly find information and rapidly fr@rrange Outlook

. . {g‘-_%, Sync Settings
items in any folder.

% pdvanced -

Q@ B X

= - Help MNew  Mew Dele
|53 Current view -| . E-mail Hems~ | &~

Views can also be organized to group and filter items
make a particular feature of your information obvious .
first glance.

Mails with SharePoint Ticket ID
Mails grouped by SharePoint Ticket List
'  Mails grouped by SharePoint Ticket Site

In every Outlook folder or calendar or contact, Issue | From
Tracker automatically adds four (4) special Outlook Vi Mails grouped by SharePoint Ticket Site and List
t(_) help orgarze, s_ort and track Outl_ook items in a } (17 items) Compact
§|mpler and sens@!e way. These V|ewsAcan.{be ACCeSt | Hanke-GyBli Single
UKNRdzZ3K 0KS W/ dz2NNByu +AS L Bob Clift
Preview

in the Issue Tracker toolbar or ribbon. '
b Sharon Elmes

IMVUToE FoidiTy e gaime o

View 1¢ Mailswith SharePointTicketID
This a table view, where Outlookmailitems are arranged by the uniquieketA § SY WL 5Q 2 FickeiitknSin{ KI NSt 2
descending order. The SharePoint List Name and Site Name are also available in the view.

i} Ve il From Subject List Mame Site Received
4  Date: Older

a0 * _% 0l Lisa Bub Submit Button & TWA Issues | Mails hitp://bytepad/Helpdesk Sat 2/12/2011 62
55 .~ Becca I broke it. Issue Tracking hitp://bytepad/Helpdesk Sat 2/12/2011 3:
54 .~ Hanke-GyElin.. AW: Question Team Helpdes..| Issue Tracking http://bytepad/Helpdesk Fri 2/11/2011 &:(
53 _,;-‘, Bob Clift Attachment Manager Issue Tracking http://bytepad/Helpdesk | Wed 7/28/2010 {
5 m\.{i Sharon Elmes  Invoice Details Required Sales 2011 http://bytepad/Sales Tue 7/27,/2010 2:
4 _% EBen MNel RE: Cutlook database exporter Sales 2011 hitp://bytepad/Sales Mon 7/26/2010 ¢
3 .~ Andrew Whee... 5creen shot Sales 2011 hitp://bytepad/Sales Tue 7,/6/2010 11:
2 ,_%‘i info@assistm... MNew Enguiry Submitted from., Sales 2011 http://bytepad/Sales Tue 6/29,/2010 1(
3 ¥ _% Lynn Muckols  Document Exporter Tasks hitp://bytepad/Sales Fri6/25/2010 1:*
2 _%‘, Dan Tang Fw Mew 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 SharePoinTicketlist
This is a tale view, where all the Outloakail items are grouped by the SharePaointketList name. 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: fbytepad/H... Sat 2/12/2011 3:56 AM
54 .~ Hanke-GyEling, T.. AW: Question Team Helpdesk for Q... http://bytepad/H... Fri 2/11/2011 8:02 PM
§53 L% Bob Clift Attachment Manager hitp://bytepad/H... Wed 7/28/2010 8:16 PM

4 | List Name: Mails 1 item) |
] L% i Lisa Bub

Submit Button & TWA Issues hitp://bytepad/H... 5at 2/12/2011 6:28 AM

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

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

1] Ve [ From Subject List Name Received

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

[=0] _,;4, 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 ;4, 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 ;4, info@assistmytea... Mew Enquiry Submitted from Contact Page 5ales 2011 Tue 6/29/2010 10:18 PM
3 ¥ H}, 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 SharéRgietSite URL, and then filner sub
grouped by the SharePoimicketList name. This gives you a hierarchy tree representation of all Outlook organized and
summarized in a better way.
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