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1. Technician Web Access  (TWA) 

 

The Internet is about empowerment, ease- of - use, reach  and affordability . It is about making 

communications and operations easier and more open. It is why SupportCalls with Outlook provides a web 

access interface for technicians to work on support c ases. The benefits for such as web based front are 

many. For remote technicians who cannot access and work on support cases in the public folder or shared 

folder of the company's exchange server, it provides them with an easy web interface  accessible throu gh a 

web browser on the internet.  

 

Advantages of Technician Web Access:  

  

 Universal accessibility and worldwide availability  of centralized applications and data. 

The only software nee ded to access and execute your applications is your favorite web 

browser.  

 Log onto the SupportCalls helpdesk system  from anywhere and from any computer with 

a connection to the Internet . Whether at your office, at home, or away on business ð you 

have th e security of knowing that you are just a web browser away from logging into 

your application.  

 Input your data in real - time , and search support cases and knowledge base immediately 

in real - time.  

 Easy to use , AJAX enabled ASP.NET 2.0 application.  

 Control access  to the web help desk with user logins and passwords.  

 No installation on your staffõs computers, no programming, no downloads to interfere 

with your PC/Mac configurations.  

 No database  requirement on the web server.  
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1.1 Technician Web Access (TWA) -  How does it work?  

 

The Technician Web Access (TWA) site is an AJAX enabled ASP.NET 2.0  application and provides a rich set 

of tools and interactivity with the  live data  in the exchange folder. Unlike other traditi onal web - based 

helpdesks, TWA site in SupportCalls does not require a database. Instead, the support cases data are 

sourced from your Exchange server via the Outlook client add - in. The SupportCalls add - in on Outlook 

serves requests coming from TWA site and  it behaves like a server and the web access website as a client. 

That is why, at least one technician needs to be running SupportCalls in Outlook to serve support cases 

and helpdesk specific operations when requested by remote technicians coming from the web access.  

 

The idea behind the TWA is not to substitute the SupportCalls add - in functionality, rather it is to 

complement the support of a web interface from where remote technicians that do not have access to the 

MS Exchange resource, can easily work o n support cases, thereby not handicapping the helpdesk 

operation, when some technicians are offsite.  

 

Technicians with valid web access rights will be prompted to enter user credential w hen logging in to the 

TWA website. The password required here is defined by the helpdesk managers for each technician in the 

SupportCalls technician list. Apart from the password, helpdesk managers also can also specify if a 

particular technician can login  to the TWA, by toggling the 'admin access' switch for each technician.  

 

Once logged in, the technician will be taken to the 'Member' section where he/she can decide what to 

perform i n the TWA web interface. That is, either, each technician can choose to access only their cases, 

or load other cases based on criteria such as case ID, technician name, caller etc. Technician can also 

choose to create a new support request case that  will b e submitted to SupportCalls add - in on Outlook for 

further processing and storing the support case in the exchange folders.  
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Going to the 'My Cases' section would load all the support cases assigned to the current 

technician (eg. alfred.cary@someXYZCompany.com ), both ongoing and resolved, from the 

SupportCalls Exchange folders.  

  

 

 

Log in a new support request case. A web form would load up (similar to the one used in Outlook) 

that would enable you to post a new Outlook case item in the SupportCalls folder in Exchange 

directly from the web. You can pi ck an existing caller, instead of filling manually, upload and add 

as many attachments, assign technicians and due date, tag existing asset or associate with a new 

asset.  

 

 

Make a search  on any support cases in both resolved and ongoing cases folders. Alternatively, just 

select a drop down value (caller, technician etc) and query SupportCalls folders for relevant 

support cases that are related to that specified value.  

 

 

End the current session and close Outlook.  
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1.2 Requirements  

 

To install, setup and use Technician Web Access (TWA), the followings list the requirements on both the 

web server and the clie nt system.  

  

On the web server  

¶ Microsoft Internet Information Server  

¶ Microsoft ASP.NET AJAX * Extensions 1.0 installed on the IIS server  

(ASP.NET AJAX Extensions 1.0 enables ASP.NET AJAX features in ASP.NET 2.0. It integrates client 

script libraries with t he ASP.NET 2.0 server - based development framework. ) 

¶ Write permission on a temporary subfolder  

Note: As there is no direct interfacing between the TWA and your Exchange server, 

the IIS web server does not need to be on the same windows server as that of you r 

Exchange server, but should be under the same windows domain.  

On the client  

¶ Web browser (IE 5.01 or later)  

¶ Internet Connection  

* -  AJAX (sometimes called Asynchronous JavaScript and XML) is a way of 

programming for the Web that gets rid of the hourglass.  Data, content, and design 

are merged together into a seamless whole. When you click  on something on an 

Ajax driven application, there is very little lag time.  
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1.3 Setup and Configuration  

 

Before remote technicians can start using Technician Web Access (TWA), the helpdesk administrator needs 

to first setup and configure certain settings, in the web access administrative panel in SupportCalls 

Outlook, and then on the IIS web server. The followings list all the steps required to be performed to get 

TWA website running in few minutes.  

Step 1: Setting up an IIS web folder as virtual directory (or a website)  

Step 2:  Set appropriate network permission to the shared folder  

Step 3: Copy all Technician Web Access (TWA) application files  

Step 4: Set ASP.NET permission on Temp folder  

Step 5: Configure web Access specific settings in SupportCalls add - in  

Step 6: Write/Update XML metadata files from SupportCalls with Outlook  
 

 



 
8 Help manual for SupportCalls System  (V4) 

 

1.3.1 Step 1: Setting up an IIS w eb folder as virtual directory  

 

The first step requires creating a new website or virtual directory under your IIS server. In this docum ent, 

we discuss the configuration of a virtual directory of an existing website, such as your default website 

under IIS. Under your windows server system, goto Start >Control Panel > Administrative Tools > Internet 

Information Services (IIS) Manager.  

  

Select your existing website in your IIS manager tree and right - click to choose New submenu and then 

'Virtual Directory...'.  

 

You will be prompted with the ' Virtual Directory Creation Wi zard ' that will guide you to create a new 

virtual directory on your existing website.  

 

Click Next and type the alias for the virtual directory, say, contacts as shown in the image belo w.  
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Click Next and specify the physical folder on the local server to map to this alias. In this case, the 

physical folder on the server is D: \ Inetpub \ wwwwroot \ TWA. The image below sh ows that.  
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Click Next and specify permissions for this Virtual Directory as shown in the image below.  

 

 

Click Next and finish the virtual directory creation wizard. The images below display  the result. You can 

see the new  virtual directory, TWA, with a gear symbol in the IIS wizard.  
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1.3.2 Step 2: Set appropriate network permission to the shared folder  

 

The just created 'TWA' IIS virtual di rectory or website now needs to be set as a shared network folder for 

all the helpdesk technicians that uses SupportCalls with Outlook. Data interchange between the web 

access and the SupportCalls addin in Outlook uses XML formats and are written to a temp orary subfolder 

'temp' under the virtual directory folder. Due to this requirement, all helpdesk technicians working in 

Outlook will need to have full control over the 'TWA' network folder.  

 

In step 1, we have created a physical folder 'TWA' under the defa ult root folder eg. 

D:\ Inetpub \ wwwroot \ .  Open Windows Explorer and browse to the default website root folder 

(containing the Technician Web Access folder). Right - Click the folder (eg. TWA) and select ' Sharing and 

Security... ' to invoke the properties dial og as shown below.  

 

We need to grant full control to this folder (eg. D: \ Inetpub \ wwwroot) in both Sharing  and Security  tabs. 

Let us start with the first one. Click the Sharing  tab and select the option 'Share this folder'. This will 

enable the intrinsic fields such as 'share name' comment, permission etc.  
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-  This option shares the webfolder 'TWA' on the local network.  

-  Click this button to specify permissions over the webfolder.  

Once you are in the permissions dialog, you will see that by default, any users on the local network have  

read permission over the shared folder. For our needs, we need to allow all helpdesk users to 

save/update files under this folder. So, either you can add individual user or a group (if you have it 

define d). 
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In our example, we have defined a group 'ServiceDesk' comprising of all helpdesk users so that setting 

permission for all users can be done in a single click. Check the option 'F ull Control' to allow all 

technicians in the helpdesk team to save/update 'Web Access' specific metadata XML files.  

 

 

 Likewise, add the same helpdesk group (eg. ServiceDesk) under the Security  tab and grant ' Full Control ' 

access. 
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The shared folder would now appear with a hand icon on folde r icon to signify a shared resource over 

the network.  
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1.3.3 Step 3: Copy all Technician Web Access (TWA) application files  

 

Now that we have created an exclusive web - enab led physical folder on the server and granted full control 

to all helpdesk users (step 1 and 2 respectively), the next step is to extract all the files and subfolders 

from the Technician Web Access zip archive (eg. TechnicianWebAccess.zip) from the install ation folder 

(located under the Program files folder of the system) to the shared network IIS folder.  

  

Goto the installation folder of 'SupportCalls with Outlook', which should typically be under Program 

files \ AssistMyTeam . If you have installed the serve r portion during installation, you would find that there 

is a zip archive file named as 'TechnicianWebAccess.zip' under the installation folder, the content of 

which are shown below:  

 

Extract all the files and subfolders under the zip file to the network shared web - enabled Technician Web 

Access (TWA) folder. For example, \ \ 192.168.1.4 \ TWA where '192.168.1.4'  is the windows server and 

'TWA' being the web - enabled folder (either configure d as a website or virtual directory under an existing 

website in IIS).  
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If step 2, if the permission (eg. full control) was successfully set, the files and subfolder would be 

extracte d/copied to the network share.  
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1.3.4 Step 4: Set ASP.NET permission on Temp folder.  

 

Technician Web Access (TWA) functionality is built upon ASP.NET 2.0 and AJAX technology. Typically, an 

ASP.NET application requires read, execute, and list a ccess for the ASP.NET account  for  the web site root 

(for example: D: \ inetpub \ wwwroot \ TWA or any alternative site directory you may have configured in IIS ), 

the content directory and the application root directory in order to monitor for configuration file changes. 

The application root corresponds to the folder path associated with the application virtual directory in the 

IIS Administration tool.  

  

Goto the windows server system (where the IIS manager is hosted), and navigate to the physical 

folder for which  the Technician Web Access virtual directory or a website was created in Step 1). The 

folder already consists of various web files and subfolders that were extracted/copied in the previous 

step. The special interest that we have now is for the 'Temp' folde r, as this is the folder that saves 

uploaded attachments from support request case temporarily. Hence, the ASP.NET account needs to 

be configured to have full control over this 'Temp' folder. You do that by right - clicking 'Temp' folder 

> 'Sharing and Secur ity..'.  

 

In the security tab, select the ASP.NET account. Different version of IIS has different ASP.NET account 

name. For example, in IIS version 5 (windows 2000 server), it is ASPNET, and in IIS version 6 (windows 

server 2003), it is IIS_WPG group whereas in IIS 7 version (Windows 2008 server), it is IIS_USRS group.  

In the screenshot below, we have IIS 6 version and hence, the IIS_WPG group is allowed 'Full Control'  

over the Temp f older.  
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1.3.5 Step 5: Configure web Access specific settings in  Outlook  

 

The Technician Web Access (TWA) site does not make use of a database to store the helpdesk settings and 

lists. Instead, the data and settings are stored as XML metadata files from the SupportCalls add - in 

interface in Outlook. The document takes you to finer detail on various web access settings that need to 

be configured in the administrative to ol, before saving/updating the XML metadata files in the TWA IIS 

folder.  

  

Manager's settings  -  define password for each technician for web access.  

Open up the 'Technicians list manager' and for each technician, define a password to enable 

individual tech nician to login to Technician Web Access on the web using the technician's email ID 

and password.  
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There is a n exclusive web access setting dialog, which is displayed above. To save/update the XML 

metadata files from Outlook to the shared network web - enabled folder (on the server), it needs to 

know the full UNC folder path. If the network folder resource requires  a network credential, then you 

will be prompted to enter.  

  
 

 

  
 

 


















