Help Mafaltmcumen

for Outlook
2003/2007/2010

AssistMyTeam SMB Solution 54 -omprehensive helpdesk system entirely
WWW.assistmyteam.net

support@assistmyteam.ne /ntegrated seamlessly within your Microsoft Office

Revisior29 Outlook, transforming it from a simple email client to

atully r/ edged service provider


www.assistmyteam.net

Help manual for Personal Helpdesk for Outlook

| Personal Helpdesk System

Welcome to the only comprehensive helpdesk system entirely integrated seamlessly within your Microsoft
Outlook, transforming it from an email clientto a fully fledged service provider.

This is an elaborate help documenta  tion that will guide  you how to install, configure, and work with support
cases in matter of minutes. Graphic illustration and screenshots of the screen/forms are used with proper
marking wherever they are required to drive down the point of the relevant t opic.
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1. Introduction

Why a helpdesk system?
Simple e - mail as a means of providing customer support is often insufficient and unreliable. If you are a
helpdesk manager, ask yourself the following questions:

/s our support team  overwhelmed by the support emails?

Am | concerned whether customer queries are being answered on time?

Are the most time - consuming and repeated queries being answered manually?
Are we using the right technology to increase productivity for our helpdesk?

Are we keeping the callers in communication loop once a support request is logged?

If such questions are in your mind, then it's an indication for the need to implement a good helpdesk
management system to automate the support processes in your organizati on. But how do you arrive to
the decision of choosing a particular helpdesk? Do you need a helpdesk database system that works
standalone within your local network? Or do you need a web based helpdesk to enable your scattered

support personnel to work ont  roubled tickets? Or do you require a helpdesk that make uses of your

existing email infrastructure such as Microsoft Exchange?

Typically, an ideal helpdesk system should support the organizations' intemal logic and workflows,
integrates easily and levera ge existing infrastructures, caters to the support technicians on the move,
enables automation and processing based on customizable rules and most importantly, should be easy

to use with little or no training requirement.

But why in Microsoft Office Outloo  k?

You use Outlook extensively - all day, every day for email communications, appointments, contacts,
tasks etc. When you have relied that heavily on Outlook, why not support tickets or calls in Outlook,
without ever leaving Outlook? When you have your add ress books, mailboxes and public folders stored
on a central Exchange server, why would  you want to use another unfamiliar, expensive application with

external database, just to log in tickets?

The problems with helpdesks based on Outlook

Microsoft Outloo Kk itself is highly optimized for personal email exchange often falling short when it

comes to providing a complete history of an event over time. When an email has been forwarded on to
another helpdesk team member, the original owner loses insight into the progress. This has a serious
implication, that is, in its original state, Outlook simply lacks the automation, reporting, reminders, and
workflow to manage a support ticket request , Which is critical for growing helpdesks looking to optimize

and uniformly  improve support staff/customer interactions.
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yet low cost of operation, training and maintenance.

The Solution - Extending your Outlook

The Personal Helpdesk System answers these
limitations by integrating itself within the Outlook
process (as an add -in) and extending it as an ideal
platform to collec t, track and resolve trouble tickets
while sharing this information with your entire team,
all with ease. It brings all of help desk functionalities
and automation and tightly integrates with the easy
workflow of Outlook, thereby allowing users to work
in the same way they do with emails. What you would

getas an IT manager is high rate of user acceptance,

Introducing Personal Helpdesk for Outlook

A fully featured and automated issue tracking system,
with integrated asset management that is available as an add

comprehensive helpdesk system entirely

transforming it from

a simple email client to a

fully fledged service provider. Using

Personal Helpdesk is an ITIL guided helpdesk
- on for Microsoft Outlook. It is the only

integrated seamlessly  within your Microsoft Outlook,

Microsoft Exchange

or Local PST as repository for storing support cases, it provides support staffs with all the necessary

tools to log, collaborate, analyze and assist

communication supports

from e - mail, the ability

exchange of information to a ne

to

automated messaging and notification

in the resolution of h

elp desk issues. Various medium of

requiring no human inputs. Apart

send SMS and make phone calls directly from your Outlook extends the

w level, thereby, making it possible to integrate customer relationship

management (CRM) processes in core help desk functionalities.

With inbuilt support for

advanced statistics and varied reporting options, support managers can

evaluate the performance o

service. Furthermore, caller can
to track and escalate support cases, check status, or search through the

browser for first level support. To sum up,

f the helpdesk and in

submit new support requests via a web form

- turn ensures timely decision making for improved

, login to caller web access

knowledg e base, all via a web

Personal Helpdesk improves your efficiency to enable faster

response time and higher productivity for your organization at lower operating costs. After all, the

bottom line for your help des

k team is for your end

- users to receive better and timely service.
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1.1 How does it work?

Personal Helpdesk makes working on support requests very easy by seamlessly integrating the process of
submitting, assigning, tracking and fulfilling suppor t requests all inside your much used Microsoft

Outlook! The application is installed on individual computer as an extension to Microsoft Outlook and

only relies on Microsoft Outlook for the front - end and your exchange server as the back - end. No
database, f ile server is required.
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Manager configures admin contents
You define drop - down lists such as callers, problems, assets, as well as emails SMS templates, predefined
replies; messaging options, web access etc.

Caller contacts support team

Caller requests for support by sending an email, by making a phone call or simply, by filling a web form.

These support requests are then logged and converted to cases in Outlook. Further details and dr op - down
lists (such as the classification of problems the request falls into) can then be set.
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Work to resolve the case

When a new case is generated, you are automatically assigned as the technician to work, fulfill and resolve
the case. Further correspon dence to the caller might follow (in the form of emails, SMS, phone calls). All
activity related to the case are logged and you can fill time spent. Relevant asset information and fixes
related to the case can be accessed and tracked right from the case fo rm itself.

Caller follows - up on their support cases via email or web access

The caller then can escalate, withdraw, reopen or simply track the history of their support cases online with
Caller Web Access (CWA). Alternatively, caller can reply back to ema il from the helpdesk and the response
automatically triggers an escalation on that particular support case.

Close case
Certain pre - defined Outlook views can be used to track the progress of cases. Once every parameter of the
caller's request has been fulf illed, a case be is closed.

Add to knowledge base

A closed case can be a good source of f  uture reference and you can  create a new knowledge base entry
based on the case. It is then available in the list of articles categor ized and sorted, ready foryou  to draw
from when similar issues arise.

Inbuilt statistical and trend reports
To identify problem areas and increase helpdesk efficiency, you can run the statistical tool from time to time,
collecting valuable intelligence and trends and generating meaning ful reports.
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1.2 M ajor Features

Total Microsoft Outlook Integration  and supports Outlook 2003, 2007 and 2010.

L LS

No script behind Personal Helpdesk specific Outlook forms thereby allowing preview pane
support on case/knowledge base item in folder vi ew

Use a local PST, public folder or a shared mailbox

Import callers from local address book or ~ GAL/Active Directory

Automatic notification  of emails and SMS to helpdesk events

Customize email and notification templates

L S L L G N

Use rich text, format ted HTML, images in case with supports for all kind of file formats as
attachments. Use Outlook inbuilt editor to format any part of the case description field
Incoming email monitoring & automatic conversion

Notification Manager

Automatic Email N otifications

Convert appointments, tasks to support cases

User customizable e - mail/SMS templates

Asset Tracking and Management

Integrated Contact Manager

Integrated Archiving Tool

Short Message Service (SMS) via HTTP

Short Message Serv ice (SMS) via Skype

Phone Calls via Skype

Phone Calls via attached modem

Automatic SMS Alerts on help desk events

Inbuilt knowledge base

AJAX enabled ASP.NET sites - Customer Web Service (CWS) including Caller Web Access (CWA)
Export sup port cases to a database of your choice (Access, MSSQL, Oracle, MySQL)
Generate Summary Reports

Integrated OLAP statistics and reporting tool

Reporting , Charting , and Data Analysis

30 Outlook views specialized for help desk

Search Outlook vi ews

CALALLALLLLLLALLLLLLLLLL el

Embed case Outlook link in emails sent to technicians so that technicians can directly click the
link to open the case and start working on it

Quick Actions in folder view (Reply, Call, SMS, Close, Convert to KB, Print, Delete etc.)

Add due da te appointment to your default calendar (automatic / manual)

Add due date task in  your default task folder  (automatic/manual)

Use a dedicated mailbox for all outgoing emails for all technicians

Due date monitoring and automatic reminders when the ca se is about to be overdue
Support for Outlook 2007 /2010 ribbons

Support for Outlook 2007 /2010 form region in folder view (on both Ongoing and Resolved

L L G O S SRS

folders)
Help desk functionality tightly integrated with Outlook contacts
Import callers list from Outlook contacts  and global address list

Choice of hourly rate (technician/problem/department) for calculating cost to support a case

L L S N

List Manager - compatible with Microsoft Excel and other spreadsheets. Support direct copy and
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paste

Drag- and - drop raw emailsto  Personal Helpdesk Ongoing folder for automatic case generations
Mail enable Personal Helpdesk Ongoing folder to convert any incoming emails to support cases
Install/uninstall support - conveniently install and uninstall from yo ur machine

Printing support and customizable print template

Support custom fields

LS S L S SRS

Works without needing any change in Outlook security settings

Personal Helpdesk & Productivity is the mantra!

o Centralized tracking of support requests - cases are available enterprise -wide for quick
collaboration and resolution.

& Automate labor intensive helpdesk tasks and processes such as logging in support cases from
emails, sending notification emails, assigning technicians to cases etc. which otherw ise would
have performed manually.

o Resolve some of the basic problems of telephones and e - mail on support requests - answering
the same old queries, tracking calls on past history and a feel of disconnect between the so
called helpdesk and supportte  am.

o Allows you to track the history easily on caller/asset queries . Have reports of customer queries
answered, open cases, or those on high - priority by days, weeks, months or years.

« Attends and serves your internal customers (employees) especia lly in supporting the most
common problems they face with the IT assets such as network, their PCs, software etc.

' Build a knowledgebase of answers  to the most common types of queries over a period of time as
the number of queries increases. So, whene  ver the same query comes in, the support staff simply
has to dig up the knowledge base and send the readymade answer.

& Generate an entire web based website from the knowledge base answers (in exchange) to be put
up on the website for customers and end -users to access them. Being
available 24 hours a day, seven days a week. Eliminates a lot of redundancy, and the support
staff can focus on the more important queries.

& Supports new technologies for customer support - telephones, e- mails, mobile messaging (SMS),
Skype Calls and messaging, HTTP SMS gateways.
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1.3 Benefits

Benefits for your organisation:

Work on cases in your Outlook as if you would work on emails
Single enterprise - wide view of support cases, callers,  problems and resolutions
Little or no training requirement on the part of your support technicians
Centralized data storage on Microsoft Exchanger (mailbox or public folder) - efficient
platform for collaboration
Enable integration with Active DI rectory
Common point - of- call for your callers
Structured workflow for all helpdesk activity
Freeing up valuable human resources by automating cases logging, sending notifications
etc.
Higher productivity and increased "up - time" for support st affs
Organized state of cases means faster tracking requests
ldentify problem areas and increase helpdesk efficiency
“Do more with less” - affordable one - time fee with enterprise - wide license

CALLL LA L4

Benefits for your callers:

Always in comm unication loop via the power and ease of automated email/messaging
Inspires confidence to the help desk service

A knowledge base that a caller can search through for resolution to their query

Check on the progress or status of the case via web

Request support in a  standardized way through email, phone calls or web form
submission

Case get resolved in a timely manner and hence customer satisfaction

Helps in building trust and loyalty in your brand

L4 Q4L s
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1.4 Requirements

Personal Helpdesk for Outlook is available right inside your Outlook unlike any other stand alone
application and web based help desk software. It can be easily deployed through an installer (manually or

via a group policy object with MSI) across the entire organiz ation.
Please make sure that your system meets the following requirements before installing Personal Helpdesk
for Outlook :

For Personal Helpdesk for Outlook

+ Windows Vers ion: Windows 2000, Windows XP,  Windows Vista or Windows 7. Both 32 and 64 bit
OS are supported.

« Outlook Version: Outlook 2010, Outlook 2007 or Outlook 2003 (SP2 or above).  Personal Helpdesk
operates directly inside the Microsoft Outlook application (using Microsoft's "COM add -in"
technology). Only 32 bit version of Office is supported as o f now. Outlook Express is not
supported.

« Microsoft NET Framework 2.0

+ Skype version 2.5 or above with credit - Optional for making calls ( learn more.. ) and sending SMS

(learn more.. ) from Personal Helpdesk .

For Personal Helpdesk Web Access website :

« Microsoft Internet Information Server - Optional (for enabling web access, webform submission,
case status enquiry etc.)

«  Microsoft ASP.NET AJAX 1.0 installed on the IIS server - Optional )

+« Avalid account with a SM S provider (HTTP gateway) on the web for sending SMS from Personal
Helpdesk - Optional (learn more.. )
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1.5 Installation & Configuration

Installation consists of  copying the application files and creating the Personal Hel pdesk Outlook folders.
Download the installation setup from http://www.assistmyteam.net/PersonalHelpdesk/download.asp and

run it to install.

Step 1. Run the Personal Helpdesk Setup.exe to 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 set up has to install
an Outlook add - in.

Personal Helpdesk for Outlook - InstallShield Wizard
- Welcome to Personal Helpdesk for
.| Outlook
— This Wizard will install Personal Helpdesk for
’ _““—"’-__\__,,/ Outlook on your computer. To continue, dick
- | Mext.

— -~ A
"“--_-/:\/ Microsoft . This product requires Microsoft .NET

Framewark 2.0 or above, If not

" J — presentin your system, the installation
g wizard would download and install it for
"2 / you to continue,
-‘h"""\-\._ e
S 4 Make sure that you have one of the following M3

Outlook version installed:

Cutlook 2003 5P2, Qutlook 2007, COutlook
2010

MNOTE: If Qutlook is already running, it is recommended
that you shut it down before continuing with this

installation
! w.h,.unaIHeIpdeSk
5 q and ticke th™Qutle < Badk [ MNext = ] [ Cancel
Step 2. In the 'Installa tion Option' dialog, select the language for the Personal Helpdesk folders and forms

to be used and click Next. By default, English is the selected language.

Personal Helpdesk for Outlook - InstallShield Wizard

Installation Option

Setup will install only the necessary portion of the PF rsona I H e' D d €S k

application based on the selected option. racking and ticiesting with Lok

1 Personal Helpdesk System indudes an Qutlook add-n, an Qutook folder
~~: configuration tool, various Outlook PST template files for different languages and
other support files.

YWhat language do you want to install?
@ English (7) Dutch ) French

7 German () Morwegian (7) Spanish

[nztallS hield

< Badk ][ Mext = ][ Cancel
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Step 3. In the 'Customer Informa tion' dialog, you will be prompted to select if the application has to be
installed for all users or only for yourself (current user).

Personal Helpdesk for Outlook - InstallShield Wizard
Customer Information
o PersonalHelpdesk
Please enter your information, tracking and ticketing with Outlook
User Mame:
John Mash

Company Mame:
SME|

Install this application for:

@ Anyone who uses this computer (all users)

) Only for me (John Mash)

[niztallS hield

[ < Back ][ Mext = ][ Cancel

o - The application will be installed for all users of the sys tem i.e., every user in that particular

system will be able to use the installed application. This requires local administrative rights  on the part of
the current user. Also, note that, the application will be installed under the Program Files folder by

default. (eqg. CA\ Program Files \ AssistMyTeam \ Personal Helpdesk for Outlook ).

e - The application will be installed only for the current user (yourself). With this option, the

application will be install  ed under the use r's application data subfolder by default. To use the application
by another user on the same system, the user needs to again install the application on their own

application data subfolder and will be available for that user only.

For exam ples:

On windows XP
C:\ Documents and Settings \ Username \ Application Data \ AssistMyTeam \ Personal Helpdesk for Outlook

On windows Vista/Win7
C:\ Users\ Username \ AppData \ Roaming \ AssistMyTeam \ Personal Helpdesk for Outlook .
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Step 4. Select the appropriate des tination 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 will be
installed under your program files folder)

Personal Helpdesk for Outlook - InstallShield Wizard
Choose Destination Location
Select folder where setup will install files, P E Ef’,,t?u':,_‘ 5’1,! I:l .'e“l Guq_ ?S k

Setup will install Personal Helpdesk for Qutook in the following folder.

To install to this folder, dick Mext. To install to a different folder, dick Browse and select
another folder.

Destination Folder

C:\...\Personal Helpdesk for Qutook)

[rztallS hield

| <Back | Mext> | | cancel |

Step 5. Once you have verifi ed the previous steps, click Next to continue the files extraction. It may take a
few minutes to complete the whole copying process

Personal Helpdesk for Outlook - InstallShield Wizard

Setup is in progress

PersonalHelpdesk

Please wait... Click ‘Cancel’ to exit the current setup  jecyo tracking and ticketng wth' Outloak

The InstallShield Wizard is installing Personal Helpdesk for Qutiook

Writing system registry values

[rztallS hield
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Step 6. Click 'Finish' to proceed to the server configuration in Microsoft Outlook. This ends the files

installation pr ocess in your system.

’"Pe'rsonal Helpdesk for Outlook - InstallShield Wizard

s Installation almost complete
T—
A N\/ i i
Z ‘ & The installation wizard has successfully installed all
— e : /* the application files of Personal Helpdesk for
— \\'/ % Outlook.
~\/ ‘
2 ~
>, . _——
" / -
\ / )
. One final administrative step remains - Qutlook

configuration which requires installing the
Personal Helpdesk folders.

This tool will be launched when you start
Qutlook.

Step 7. Start Outlook (restart if it was already running during the files installation). As soon as Outlook is
loaded, you will be prompted with the following small dialog box, offering you two choice S:

-,

[ Personal Helpdesk
Please choose an option below to continue:

ick this button to create new "Personal

Mew Personal :
Helpdesi¢ folders I{;Ijépgesk folders under your local Outlook

a( this button to use existing ‘Personal

Existing 'Personal : ) -
\ Helpdesk' folders, which was previously
Helpdesk' folders configured under in your Cutlook.,

: Create New Personal Hel pdesk folders o Click this button to create new Personal Helpdesk folders
(i.e., Ongoing Cases , Resolved Cases, KB, Schedules and History ) which are customized with ~ Personal
Helpdesk specific fields, views and forms. Follow step 8 to further go ahead with  the configuration.

: Use Existing Personal Helpdesk folders o Click this button to use existing Personal Helpdesk folders
(#.e., Ongoing Cases, Resolve d Cases, KB, Schedules and Histor y) which had been already configured
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earlier .

You will be giventheopti on t o sel ect t heg eQa sersoiuigHelpdesk gsabiolder .

Specify the Ongeing Cases subfolder B

Thank you for selecting Personal Helpdesk for

It appears you have just installed Personal Helpdesk Client tool, To start working with
support cases, the Personal Helpdesk System needs to be fed with the path of an existing
Personal Helpdesk Ongoing Cases subfolder, which might probably pesaeen configur

2

Auto Scan

Selected Path
WPersonal Folders'\SupportCalls PersonaliOngoing Cases

} ' b )
You have selected a possible candidate folder! Click Continue
Try Later

Either you can auto scan (a) to search for the f
already know the location of the existing Personal Helpdesk folders, you can simply ¢l ick the
6Browsed (b) button to specify the 60ngoing Case
selected the path to the Ongoing Cases subfolder
applicable, with this route.

Step 8. A folders Install ation Wizard dialog (as seen below) enables you to customize the name of the
parent Personal Helpdesk folder that will be created. By default, it has a title of ' Personal Helpdesk .













































































































































































































































































































































































































































































































































































































































