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Team Helpdesk  
 for Outlook & SharePoint  

Welcome to the only comprehensive helpdesk system entirely integrated seamlessly within your Microsoft 

Outlook  and SharePoint.  

This is an elaborate help documentation that will guide helpdesk managers and t echnicians alike 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 topic.
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1. Introduction  

  

Why a helpdesk system?  

You have a business that you aim one day to grow and be profitable. If you are one person support team 

and have fe wer customers, sure, you can provide resolution to their grievances by writing or speaking to 

them, without logging the details of the customer and nor documenting the nature of the problem. 

However, what happens if you have a large customer base? Of cours e, there will be multiple support 

staffs attending to high number of support requests. How would each one of them remember who sent 

what and who needs what? How would John know that Monica has already resolved this particular 

customerõs issue? How would you prevent them from working on the same issue concurrently to avert 

duplicate effort? What if Monica solved an issue virtually identical to a separate issue John is currently 

working on? How would John know this issue has been already resolved, so he could  use this information 

to reply to the customerõs issue? For strategic decisions and intelligence, senior managers would 

certainly like to know how many times this particular problem come up for this particular product has. 

How long has this problem been an  issue for them?  

It is said that success of a business is measured against the level of customer satisfaction on sales and 

services. In fact, the higher the customer satisfaction is the repeated business it creates. This is one of 

the key reasons why succe ssful enterprises have a dedicated help - desk team or call centers to cater to 

the queries and grievances of their customer base. But what makes a help - desk team productive and 

successful? Well for sure, choosing the right helpdesk system is the first step that can make all the 

difference.  

But how do you arrive to the decision of choosing a particular helpdesk system? 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 sca ttered support personnel to work on troubled tickets? Or do you require a helpdesk 

that make uses of your existing email infrastructure such as Microsoft Outlook and Exchange?  

But why in Microsoft Office Outlook?  

Typically, an ideal helpdesk system should support the organizationsõ internal logic and workflows, 

integrates easily and leverage existing infrastructures, caters to the support technicians on the move, 

enables automation and processing based on customizable rules and most importantly, should be e asy 

to use with little or no training requirement. This is where a helpdesk system based on email client such 

as Microsoft Outlook scores over other type of support systems. This is because in most businesses, 

most support staffs use Outlook extensively ð all day, every day for email communications, 

appointments, contacts, tasks etc. As they have relied that heavily on Outlook, it is only natural for them 

to turn Outlook to a sort of a ticketing system  to support requests and calls from customers. Moreover,  

as Outlook provides quick access to companyõs contacts, address books, mailboxes and public folders 

stored on a central Exchange server, it makes it much easier for support personals to track, collaborate 

and log support requests in Outlook.  

The problems with helpdesks based on Outlook  

Microsoft Outlook is a great productivity office application, something more of an indispensable 

companion  for many businesses. However, Outlook 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, Outloo k simply lacks the 

automation, reporting, reminders, and workflow to manage a support ticket request, which is critical for 
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growing helpdesks looking to optimize and uniformly improve supp ort staff/customer interactions . 

The Solution -  Extending your Outlo ok  

 The Team Helpdesk System  answers these limitations 

by integrating itself within the Outlook process (as an 

add - in) and extending it as an ideal platform to 

collect, 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 get as an IT 

manager  is high rate of use r acceptance, yet low cost 

of operation, training and maintenance.  

Introducing Team Helpdesk for Outlook  & SharePoint  

Team Helpdesk is an ITIL guided, issue tracking and ticketing system with integrated asset 

management that is available as an add - on for M icrosoft Outlook. It is the only comprehensive 

helpdesk system entirely integrated seamlessly  within your Microsoft Outlook, transforming it from a 

simple email client to a fully  fledged service provider. Using Microsoft Exchange as repository for 

storing support cases, it provides support staffs with all the necessary tools to log, collaborate, 

analyze and assist  in the resolution of help desk issues. Various medium of communication supports  

automated messaging and notification  requiring no human inputs. A part from e - mail, the ability to 

send SMS and make phone calls  directly from your Outlook extends the exchange of information to a 

new level, thereby, making it possible to integrate customer relationship management (CRM) processes 

in core help desk functi onalities.  

With inbuilt support for advanced statistics and varied  reporting options, support managers can 

evaluate the performance of the helpdesk and in - turn ensures timely decision making for improved 

service. Most of the Team Helpdesk  functionalities i n Outlook are also available via a web browser 

through web access  -  perfect for remote support staffs. Furthermore, caller can submit new support 

requests via a web form , login to caller web access to  track and escalate  support cases, check status, 

or sear ch through the knowledge base , all via a web browser for first level support. To sum up, Team 

Helpdesk  improves the efficiency of the help desk to enable faster response time and higher 

productivity for your organization at lower operating costs. After all , the bottom line for your help desk 

team is for your end - users to receive better and timely service.  
 

 

 

 



 
8 Help manual for Team Helpdesk  fo r Outlook  & SharePoint  

1.1 How does it work?  

Team Helpdesk System consists of two separate installs ð managerial and client. The managerial install is for 

helpdesk ad ministrator who would configure and maintain the Team Helpdesk folders, drop down lists, 

templates, FAQs and other helpdesk settings. Whereas, the client install is for the technicians to enable 

them to work on support cases in Outlook with the configured Team Helpdesk folders.  

 

Each of this tool 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 and a network database, as the back - ends. 

(Note: If the admin istrator needs to work on support cases, then the client tool also needs to be installed, 

apart from the managerial portion).  

 

 
 

Step 1:  Manager creates a settings database  

After the managerial tool is installed, helpdesk administrator will be given a choice of database options 

where all the settings, templates and other helpdesk data will be stored centrally.  Database options include 

Microsoft Exchange , Microsoft Access  and SQL Server. 

If Microsoft Exchange is selected, the settings data will be stored  under the Team Helpdesk Settings public 

folder in Exchange. This option removes the dependency of an external database and works even on WAN 

and HTTP connection to Exchange. This database option is ideal for a helpdesk team that has fewer 

technicians . 

If a network Access or SQL Server database is selected, this database needs to be configured in a way that it 

is accessible on the network by all support staffs. This means, Team Helpdesk with a dedicated database only 

works on local network. This database op tion is ideal for a helpdesk team that ha s a large number of 

technicians.  
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 Step 2 : Manager configures helpdesk settings and drop downs  

Helpdesk administrator defines drop - down lists such as technicians, callers, problems, assets, as well as 

emails an d SMS templates, predefined replies, messaging options, web access etc. With these global settings, 

manager can streamline the behavior on how all technicians work on support cases in Outlook.  

 

 

 

 

  

Administrator can also set the manager add - in to monit or any number of mailboxes and email folders, for 

automatic processing of incoming emails to support cases. This process cuts the overhead of manually 

generating support cases from emails, thus diverting valuable human resources to resolving the case.  

 

Step 3. Manager maps helpdesk fields from Outlook to SharePoint  

The next step is for the helpdesk manager to configure a SharePoint list to be used as for storing copies of 

support cases that were generated in the 'Ongoing Cases' subfolder of Team Helpdesk in  Outlook. New fields 

in the SharePoint list can be automatically created to match the data type and title of the Outlook helpdesk 

fields.  
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If the particular mapped field takes a drop down list in Outlook such as Problem Category, Problem Type, 

Status, C allers Name etc, the same drop down list values would be available in the configured list 

automatically. Over time, as manager make changes to the drop down lists in Outlook, Team Helpdesk would 

automatically update the values in SharePoint too.  
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Step 4: Technician installs client add - in portion of Team  

The client tool consists of an Outlook add - in that has all the logic and functionalities of the helpdesk 

application. Each technician of the helpdesk who would work on support cases needs to install the  Team 

Helpdesk Client tool.  After a successful install, you will see that additional menus, toolbars or ribbons are 

added in the explorer and inspector windows of Microsoft Outlook.  

 

 

 

 

 

(Note: Apart from the managerial tool, helpdesk administrators als o need to install the client tool if they have 

to work on support cases themselves).  

 

Step 5 : Caller submits support request via email, webform or phone  

An end - user experiencing technical challenges can self - service the answer to their problem by accessing  the 

web- based knowledge base (through the Team Helpdesk Customer Web Service site).  If a solution is not 

found, the end - user 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.  
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Further details and drop - down lists (such as the classification of problems the request falls into) can then be 

set, by a supervisor or manager.  

 

 

 

 

 

 

 

Step 6 : Assign technicians to the case  

Typically, a manag er or senior technician assigns the best technicians to the case for fulfillment of the 

service and speedy resolution. Furthermore, in the helpdesk settings, administrator can link and associate 

individual technician to a caller, or to a problem type such that when a new support request email is received, 

if there is a match between technician and the caller (read as sender), or if a problem type is found in the 

email subject, the associated technician will get assigned automatically to the case.  

 

 

Assigne d technicians then get notified through an automated email or SMS. Optionally, the due date of the 

case is entered into the personal calendar of the technicians' mailbox.  

 

Step 7 : Technicians collaborate to resolve the case  

The assigned technician then pro ceeds to fulfill and resolve the case, either in Outlook or via Technician Web 

Access (TWA). Helpdesk manager may enforce a Service Level Agreement (SLA), set due date and other 

deliverables on the particular case for the assigned technicians, for quality check purposes. Further 
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correspondence to the caller might follow (in the form of emails, SMS, phone calls). All activities related to 

the case are logged and technician can fill time spent and assign additional technician if needed. Relevant 

asset informa tion and fixes related to the case can be accessed and tracked right from the case form itself.  

 

Step 8 : Caller follows - up via email  

The caller then can escalate, withdraw, reopen or simply track the history of their support cases online with 

Caller Web A ccess (CWA). 

 

 

Alternatively, caller can reply back to email from the helpdesk and the response automatically triggers an 

escalation on that particular support case. If a response from the caller on an existing case is received, the 

concerned technicians are notified automatically. If the case has been resolved, Team Helpdesk automatically 

re- opens and marks it as an ongoing case .  

 

Step 9 : Technician closes case after providing a resolution   

Certain pre - defined Outlook views can be used to track the progr ess of cases. Once every parameter of the 

caller's request has been fulfilled, a case be is closed. The closed case is then moved to the Resolved Cases 

folder. At the same time, the caller gets notified automatically on the closure of the case.  

 

 
 

 

Step 1 0: Technician adds resolution to knowledge base  

A closed case can be a good source of future reference and technician can create a new knowledge base 

entry based on the case. It is then available in the list of articles under the integrated knowledge base , 
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categorized and sorted, ready for your technicians to draw from when similar issues arise. Helpdesk 

administrator can publish these articles on to the Customer Web Service site for providing first level support 

to potential support requests from end - user s.  

 

 
 

 

 

 

 

Step 11 : Manager generates statistical and trend reports  

To identify problem areas and increase helpdesk efficiency, senior management runs the statistical tool from 

time to time, collecting valuable intelligence and trends and generating me aningful reports.  

 

 

 

For day to day knowledge of the helpdesk, they can generate summary reports to get appraisal on the 

current happenings on the helpdesk and track recent cases generated, worked, closed or reopened.  

 

 

 Step 12 : Manager archives old case s to database or PST  

Over time,  the Team Helpdesk folders (in Exchange) will be accumulated with support cases mostly resolved 
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ones. Helpdesk managers can either archive the old case items to a PST file or can export the case data to an 

external database s uch as Oracle, SQL or Access. Archiving periodically keeps the exchange folder from 

getting too big and unwieldy, which could cause Exchange/Microsoft O utlook performance to slow down . 
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1.2 M ajor Features  

  

 Total Microsoft Outlook Integration  and supp orts Outlook 2003, 2007 and 2010.  

 Support Microsoft Access, SQL Server, Oracle and MySQL databases.  

 No script behind Team Helpdesk  specific Outlook forms thereby allowing preview pane support 

on case/knowledge base item in folder view  

 Use a public  folder  or a shared mailbox  

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

 Automatic notification  of emails and SMS to helpdesk events  

 Customize email and notification templates  

 Use rich text, formatted 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 Notifications  

 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 Service (SMS) via Sky pe 

 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) 

 Technician Web Access (TWA) with AJAX enabled ASP.NET site  

 Export support 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 s pecialized for help desk  

 Search Outlook views  

 Technician specific Outlook view 'My Cases' -  enables each technician to only see those cases 

that were assigned to them  

 Embed case Outlook link in emails sent to technicians so that technicians can di rectly 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 date appointment in technician's calendar  (automatic manual)  

 Add due date task in tech nician's calendar (automatic/manual)  

 Enable case assignee to browse through technician's calendar from within the case form before 

assigning a due date  

 Maintain due date schedule calendars in public folder for all technicians  

 Use a dedicated mailb ox  for all outgoing emails for all technicians  

 Automatic assignment of technicians in auto - generated web cases based on relationship defined 
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between problem types and technicians  

 Automatic assignment of technicians to auto - generated cases in Outlook based on relationship 

between callers and technicians  

 Due date monitoring and automatic reminders to concerned technicians when the case is about 

to be overdue  

 Support for Outlook 2007  and 2010  ribbons  

 Support for Outlook 2007  and 2010  form regio n in folder view (on both Ongoing and Resolved 

folders)  

 Help desk functionality tightly integrated with Outlook contacts  

 Import caller, technician list from Outlook contacts  and global address list  

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

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

paste  

 Limit access control  to non - admin technicians for administrative features  

 Support multiple technicians  assignment to a case  

 Drag - and - drop raw emails to Team Helpdesk  Ongoing folder for automatic case generations  

 Mail enable Team Helpdesk  Ongoing folder to convert any incoming emails to support cases  

 Install/uninstall support -  conveniently install  and uninstall from your machine  

 Printing support and customizable print template  

 Support custom fields  

 Works without needing any change in Outlook security settings  
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Team Helpdesk  ð Productivity is the mantra!   

 Centralized tracki ng 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 otherwise would 

have performed manually.  

  

 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 support team.  

  

 Allows technicians 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 int ernal customers  (employees) especially 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 num ber of queries increases. So, whenever 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 o n the website for customers and end - users to access them. Being on the Web means itõs 

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 Directory  

 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 staffs  

 Organized state of cases means faster tracking requests  

  Identify problem areas and increase helpdesk efficiency  

 "Do more with less" -  affordable one - time fee with enterprise - wide license  

  
 

 

Benefits for your callers:   

 Always in communication 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 progres s 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  
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1.4  Requirements  

Team Helpdesk 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 organization.  

 

Please make sure that your system meets the following requirements before installing Team Helpdesk for 

Outlook : 

For Team Helpdesk  Manager and Client tool:  

 Windows Vers ion: Windows 2000, Windows XP,  Windows Vista  or Windows 7. Bot h 32 and 64 bit 

OS are supported.  

 Outlook Version: Outlook 2010, Outlook 2007 or  Outlook 2003 (SP2 or above). 64 bit version of 

Outlook is not supported. Team Helpdesk  operates directly inside the Microsoft Outlook 

application (using Microsoft's "COM add - in" technology). 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 Team Helpd esk. 

 

For Team Helpdesk  Web Access websites : 

 Microsoft Exchange Server: All version of Microsoft Exchange Server (including Exchange running 

in a hosted ASP environment). Nothing is installed on your Microsoft Exchange server and 

therefore Team Helpdesk  fu nctions with any version of Exchange. This approach makes 

management and administration of the product very simple, and allows you to plan your 

Exchange product upgrades without additional concern for our product support.  

 Microsoft Internet Information Ser ver -  Optional  (for enabling web access, webform submission, 

case status enquiry etc.)  

 Microsoft ASP.NET 3.5 installed on the IIS server -  Optional ) 

 A valid account with a SMS provider (HTTP gateway) on the web for sending SMS from Team 

Helpdesk  -  Optional  (learn more.. ) 
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1.5 Installation  

  

Team Helpdesk System  consists of  two separate installs ð managerial  and client .  The managerial install 

is for helpdesk administrator who would configure and maintain the Team Helpdesk  fol ders, drop down 

lists, templates, FAQs and other helpdesk settings.  Whereas, the client install is for the technicians to 

enable them to work on support cases  in Outlook with  the configured Team Helpdesk  folders.  

(Note: if the administrator needs to work on support cases, then the client tool also needs to be installed, 

apart from the managerial portion) .  

 

Download link: http://www.assistmyteam.net/TeamHelpdeskSP/download.asp   

 

The do wnloaded  zip file  (TeamHelpdesk SPSetups.zip ) contains 3 files ð 

TeamHelpdesk Manager SPSetup.exe, TeamHelpdesk Client SPSetup.exe and  VersionInfo.txt . Extract these 

file contents to a file folder.  

 

TeamHelpdesk Manager SPSetup.exe  ð As the name implies, this ins tall is meant for the helpdesk 

manager/administrator to configure and maintain the Team Helpdesk  settings data. This tool also 

enables the administrator to automate support cases creation and also process support request s coming 

from the Caller/Technician Web Access websites.  

 

TeamHelpdesk Client SPSetup.exe  ð This install is meant for technicians who would be working on support 

cases in the configured Outlook folders.  Before you install the client tool, make sure the Team Helpdesk  

Outlook folders had been al ready configured by the manager and that you know the location of these  

Outlook  folders  (ask your helpdesk manager for the location if required eg. \ \ All Public Folders \ Public 

folders \ Team Helpdesk  SP\ Ongoing Cases ). This is required because you will be as ked to specify the 

configured Team Helpdesk  ôOngoing Casesõ subfolder once you start Outlook (for the purpose of linking 

up the client tool with the Team Helpdesk  outlook folders and is required one time only) . 

 

VersionInfo.txt  ð This text file contains th e current version of the Team Helpdesk  Client. This file is used 

for enabling automatic upgrade of the client tool (if enabled by the helpdesk administrator).  

 

It is recommended that you place the client setup files ( TeamHelpdesk Client SPSetup.exe  and 

Versi onInfo.txt ) on a shared network folder, such that all technicians can have access to it, and ease the 

installation and upgrade process.  

 

Follow the subsequent pages for detail information on installing Managerial and Client portion of Team 

Helpdesk System . 

 

Managerial Installation & Configuration  

Client Installation  

 
 

 

 

http://www.assistmyteam.net/TeamHelpdeskSP/download.asp
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1.5.1 Managerial Installation & Configuration  

 

The managerial installation consists of server tools  and files , for creating the Team Helpdesk  Outlook 

folders, and for configuring and maintaining the settings of the helpdesk.  It has to be performed by the 

helpdesk administrator/manager before the client tool is installed on every technician's system.  

Step 1 . Run the TeamHelpdesk Manager SPSetup.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 manag er) as the setup has to install 

an Outlook add - in.  

 

Step 2 . In the 'Installa tion Option' dialog, select the language for the Team Helpdesk  folders and forms to be 

used  and click Next.  By default, English is the selected language.  
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Step 3.  In the 'Custome r Information' dialog, you will be prompted to select if the application has to be 

installed for all users or only for yourself (current user).  

 

Step 4.  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 will be 

installed under your program files folder)  
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Step 5.  Once you have verified the previous steps, click Next to continue the files extraction. It ma y take a 

few minutes to complete the whole copying process  

 

 

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

installation process in your system.  

 

  

 

 

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

 

 Create New Team Helpdesk  folders ð Click this button to create new Team Helpdesk  folders ( i.e.,  

Ongoing Cases, Resolved Cases, KB, Schedules, History and Settings ) which are customized with Team 

Helpdesk  specific fields, views and forms. Follow step 8  to further go ahead with the configuration.  

Use Existing Team Helpdesk  folders ð Click this button  to use existing Team Helpdesk  folders ( i.e., 

Ongoing Cases, Resolved Cases, KB, Schedules, History and Settings ) which had been already configured by 

another helpdesk manager/administrator.  This scenario is generated when multiple helpdesk 

managers/admini strators install the Team Helpdesk  Manager.  

You will be given the option to select the existing ôOngoing Casesõ subfolder, to link up the 

Team Helpdesk  Manager  add - in  with the existing Team Helpdesk  folders and database.  

 

Either you can auto scan (a) to s earch for the first available ôOngoing Casesõ subfolder. If you 

already know the location of the existing Team Helpdesk  folders, you can simply click the 

ôBrowseõ (b) button to specify the ôOngoing Casesõ subfolder from your Outlook. Once you have 

selected  the path to the Ongoing Cases subfolder, click ôContinueõ. Steps 8 and 9 would are not 

applicable, with this route.  

 

 

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

 

 

 

Step 8.  Clicking 'Next' button would enable you to select an Outlook parent folder where the specified Team 

Helpdesk  root folder would be created. If Microsoft Outlook is not already open ed, it would be started 

automatically.  

 

The tool would then copy Team Helpdesk  

subfolders, forms & designs, views etc. from the 

Team Helpdesk  PST template file 

(TeamHelpdesk PST.pst). It would look like the 

followings layout:  
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Step 9.  Now, the final st ep is to choose  a Team Helpdesk  database where all the settings, templates and 

other helpdesk data will be saved. Support database options are Microsoft Exchange , Microsoft Access  and 

SQL Server. 

If Microsoft Exchange is selected, the settings data will be  stored under the Team Helpdesk Settings public 

folder in Exchange. This option removes the dependency of an external database and works even on WAN 

and HTTP connection to Exchange. This database option is ideal for a helpdesk team that has fewer 

technicia ns.  

 

If you choose Access, the database will need to be placed on a shared network folder such that all 

technicians working on the support cases in Outlook have access to the network folder. When you specify 

the location where the MDB file is to be create d, make sure you choose a UNC path (eg. 

\ \ AMTServer \ Helpdesk) instead of a mapped one because, a mapped drive might only be accessible to you. 

One important consideration with having a network Access database is the write permission on the folder 

and the M DB file itself. Make sure, the shared folder or the MDB file is not configured ôread-onlyõ for all 

technicians on the network, otherwise, technicians wonõt be able to create and save cases in the Team 

Helpdesk Cases folders in Outlook.  
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Another  dedicate d database option is a network  SQL server. This is a recommended option, if you have a 

large number of users/technicians working on support cases, as it gives a better performance.  

 

For SQL server, the server name is mandatory. The Database name is option al. If it is left empty, a new 

database with the name ôTeamHelpdesk SettingsDBõ would be created. If your SQL server is configured to use 

windows authentication (NTLM), then you can check the ôUse Integrity Securityõ option to let Windows 

manager the creden tials to access the resources on the SQL server. One important aspect to consider when 

using a SQL server database is the accessibility by other technicians. That is, when other technicians install 

the Team Helpdesk  Client, they will automatically pick up these SQL server settings to connect to the 

database, and hence, it is important that the specified SQL server account here (if you are not using 

Integrated Security, that is) is usable by all the technicians as well.  

NOTE:  

When choosing a SQL server data base for Team Helpdesk System, if you are not using the ôIntegrated 

Securityõ (also known as Windows Authentication, or NTLM authentication), then it is very important that 

the particular SQL user account you use here, is usable by all Team Helpdesk Client s from different 

systems of the technicians. This is because, this database information is saved globally on the 

exchange server (i.e, under DBSettings post item under Team Helpdesk Settings subfolder), and will be 

used by every Team Helpdesk Client and Ma nager systems. This is not an issue if you use integrated 

security option.  
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Managerial Configurations  

Now that you have installed -  Team Helpdesk  files into your system and Team Helpdesk  folders into your 

public folder or mailbox, administrator would need to configure the permission level of each Team Helpdesk  

folder, namely, the History, KB, Ongoing Cases, Resolved Case, Schedules and Settings. By default, the 

permission on each subfolder for all users is set to 'Author'. Only the user (manager) who had performed the 

installation  has got 'Owner' permission. Hence, it is this user (manager) who would need to grant permission 

to the folders for all members of the helpdesk team. Without a proper permission structure defined, 

technicians accessing the  Team Helpdesk  folders would not be able to perform most of the helpdesk tasks 

such as creating new support cases, working on their assigned cases etc.  

The following table summarizes what permission levels are required on each folder:  

Folder  Permission  

History  At least ' Editor ' permission to all helpdesk technicians  

KB At least ' Author ' permission to all helpdesk technicians  

Ongoing Cases  At least ' Editor ' permission to all helpdesk technicians  

Resolved Cases  At least ' Editor ' permission to all helpdesk  technicians  

Schedules  
At least ' Editor ' permission to all helpdesk technicians  

'Publishing Editor ' permission to technicians with admin - access* 

Settings  At least ' Editor ' permission to all helpdesk technicians  

*Technicians with admin access may be requ ired to create new calendars in this folder when the 'Maintain technicians due date schedule' is 

enabled in Automation options.  

 

We recommend that a users group consisting of all technicians of the helpdesk be created such that 
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helpdesk manager (owner) ca n easily assign permission to the group as a whole, instead of undergoing 

multiple steps of selecting and granting the same permission to each technician. In the example below, a 

group 'ServiceDesk' comprising of all helpdesk users is granted editor permis sion over the 'Ongoing Cases' 

folder.  

The screenshot below lists all the files that are installed on the system. Notice, that, there are additional 

files which forms the managerial option pack -  tools to configure and ins tall a new Team Helpdesk  folder, 

wh ich has to be performed only by the helpdesk administrator/manager.  
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1.5.2 Client Installation  

 

The client installation mainly consists of an Outlook add - in that has all the logic and functionalities of the 

helpdesk application. It needs to be insta lled by all technicians who will be working with the Team 

Helpdesk  in Outlook. Before you continue the installation, it is recommended that Microsoft Outlook is 

shutdown  (if active) . 

Step 1 . Run TeamHelpdesk Client SPSetup.exe  to start the installation. Clic k Next to Continue. If Outlook 

2003 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 setup has to install an Outlook add - in.  

 

 Step 2. In the 'Customer Information' dialog, you will be prompted to select if the application has to be 

installed for all users or only for yourself (current user).   

 



 
32  Help manual for Team Helpdesk  fo r Outlook  & SharePoint  

Step 3. Select the appropriate destination folder where the application files will be install ed. If you change 

the default folder path, please make sure you have appropriate permission.  

 

 

Step 4. Once you have verified the previous steps, click Next to continue the files extraction. It may take a 

few minutes to complete the whole copying  and regi stration  process.  
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Step 5. Click 'Finish' to end the installation wizard.  

 

Now start Microsoft Outlook. If the client installation was successful, you will see a new menu item ' Team 

Helpdesk  Client ' in Outlook  (after help menu).  

Step 6 . The final ste p of the client installation is linking up the Team Helpdesk  Client with a configured 

ôOngoing Casesõ subfolder. When you start Outlook, You will be given the option to select the existing 

ôOngoing Casesõ subfolder, to link up the Team Helpdesk  Client  add - in  with the existing Team Helpdesk  

folders and database.  

 

Either you can auto scan (a)  to search for the first available ôOngoing Casesõ subfolder. If you already 

know the location of the existing Team Helpdesk  folders, you can simply click the ôBrowseõ (b) button to 

specify the ôOngoing Casesõ subfolder from your Outlook. Once you have selected the path to the 

Ongoing Cases subfolder, click ôContinueõ. 

 

If you have chosen the correct ôOngoing Casesõ helpdesk subfolder, Team Helpdesk Client add- in should 

be able to make connection to the Team Helpdesk database, and you should be able to see Team 

Helpdesk specific toolbars and ribbons in the Explorer and Inspector windows of your Outlook.  
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2.Working with Team Helpdesk  Folders  

  

 

Once you have instal led Team Helpdesk , you will find that there 

are a couple of subfolders in the main parent folder. Each folder 

serves a specific purpose and the very name reflects the kind of 

items it holds. You can of course;  change the subfolder name to 

anything that you  want it to be and it would not break the working 

of the Team Helpdesk System . 
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2.1 Team Helpdesk  Folders -  History  

History  

The history subfolder holds all of the originating emails and subsequent replies from the caller. When you 

open a support c ase, there is a tab 'Email History' and it lists all the replies in chronological order that 

were received from that caller. Every help desk staff would require having  editor permission over this 

folder to work with support cases.  

The History folder includ es a custom Team Helpdesk  view (as shown below) that group email replies from 

caller based on case number.  

 
 

 



 
36  Help manual for Team Helpdesk  fo r Outlook  & SharePoint  

2.2 Team Helpdesk  Folders -  Knowledge Base (KB)  

KB 

This subfolder house a complete  knowledge  base system inside your Outlook and is closely integrated 

with the Team Helpdesk  help desk. The KB articles are available for inserting into email replies, on 

cases and even appointments and tasks. An Outlook toolbar option is also sho wn and has buttons to 

create a new empty knowledge base, forward it to an email address or publish the whole knowledge 

base on the world wide web (AJAX website). Any default posting to this folder would take the custom 

form with message class ' IPM.Post.AMTKnowledgeBase SP'. 

 

 

Create a new empty knowledge base  item  

 

Forward  the selected knowledge base item to a contact  

 

A Question and Answer format  is used to intuitively display Knowledge Base Articles. Each 

Article may have any number of  file attachments associated, rich - text elements, and 

hyperlinks to other web pages. All articles are tagged with a related problem category and 

problem type. This enables the articles to be grouped by category and type in the KB folder 

view making it easi er to find a particular article at time of needs.  

  

 

The Outlook preview pane (if enabled) displays a preview of the description field  of the 

selected knowledge base item.  

When you open  an existing knowledge base item, Outlook will display it with the Team Helpdesk  KB 

custom form (having the custom message class ' IPM.Post.AMTKnowledgeBase SP'). 
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2.3 Team Helpdesk  Folders -  Ongoing Cases  

Ongoing Cases  

This is the most prominent folder where technicians will be working the most! As the name implies, this 

folder stores all the ongoing cases and, most probably would be most visited and used Team Helpdesk  

folder. Any n ew case, either created manually or generated from out of an email would be stationed 

here, waiting to be attended to by the assigned technicians. An Outlook toolbar housed various drop 

downs options and buttons related to these folder items. A custom form  (message class 

'IPM.Post.AMTSupportCase SP') is embedded to this folder and by default;  any posting to this folder 

would use the custom form. This folder also comes with Team Helpdesk  specific Outlook views 

numbering to around 30 or more.  

 

 

Search the 'Ongoing Cases' folder  for items (support cases) with keywords. The searched result is 

effectively applied to the Outlook  folder view (by means of Outlook filtering) which would result in 

only displaying those support cases that meet the searched criteria. Click the 'Clear' button to clear 

the search in the folder view (and revert back to the selected view effectively).  

  

 

Show/toggle the advanced search  options -  Apart from the free text search by keywords, Team 

Helpdesk  also implements an advanced search and reporting options with an array of filters 

avail able to extract only the required support cases quickly within the folder view itself.  

 

  

 

Quick contact menu lists  all the possible shortcuts to communicate with the caller/technician  (eg. 

via email, phone call, SMS etc.) and enables the helpdesk managers/technicians to initiate a 

communication medium in single - click without having to open the respective support case item.  
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Create a new empty support request case . 

 

Mark the selected cases as resolved  (closed). Cases marked resolved are then moved to the 

'Resolved Cases' folder.  

 

Delete the selected cases  from the folder. If the deleted case has  any email replies, they will be also 

deleted.  

 

Print the selected cases  using the customizable 'print HTML template'.  

 

Create knowledge base items  out of the selected cases.  

 

Run statistics tool  to analyze helpdesk data and get better insights on support cases.   

 

The 'Ongoing Cases' specific Outlook views  are the primary interface with which most technicians 

will scan through for relevant cases in this folder. The drop down menu lists all the available views 

for this particular folder . Each view is organized to group and filter support cases to make a 

particular feature of your information obvious at first glance.  
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The folder view listing all support cases grouped and sorted  as per the current selected view ( eg. 

Technicians -  Table ). Each group also shows the number of items it holds as well as number of 

items that are unread. Selecting anyone o f the case item displays the problem description in the 

Outlook preview pane.  

  

 

The Outlook preview pane displaying the problem description of the selected case item . In Outlook 

2007, i t also displays a Team Helpdesk  specific form region on the bottom of the preview pane and 

includes helpdesk (user - defined) fields which otherwise can only be seen in the Team Helpdesk  case 

Outlook form.  
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When you open an existing support case item, Outlook will display it with the Team Helpdesk  case custom 

form (having the custom message class ' IPM.Post.AMTSupportCase SP' for ongoing case and 

'IPM.Post.AMTSupportCase.Closed SP' for reso lved case ). The support case form in Outlook does not contain 

script behind, rather the help desk logics are tied to with the Team Helpdesk  add - in dynamically. This 

arrangement allows for technicians to view the case details in the preview pane (without ha ving to open the 

form).  It also introduces added security to the already vulnerable Outlook platform.  
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Information catering to the support cases, caller, technicians, problems, work done,  assets etc are all laid 

out in sections in a modular way to allow for easy navigation and reach. Contact fields such as email, phone 

or mobile numbers are accompanied by relevant buttons for quick communication. Fields such as problem 

category, type, stat us and department are available in drop down list (which are already configured by the 

helpdesk manager) so as to limit the choice the technician can select for such fields.  
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2.4 Team Helpdesk  Folders -  Resolved Cases  

Resolved Cases  

This is prett y much similar to the 'Ongoing Cases' folder in term of structure, custom form and contents. 

The difference is  the message class and  that cases in this folder are marked complete and are not 

available for direct edit, i.e., the case form will only be avail able in read - only mode. To work on a resolved 

case, it would first have to be re - opened (which will then move the case to the 'Ongoing Cases' folder).  

The default custom form is -  'IPM.Post.AMTSupportCase SP.Closed '. Most of the Team Helpdesk  Outlook 

views in this folder are similar to the 'Ongoing Cases' folder except for some specific views that are 

particular for resolved cases.  

 

 

Search the 'Resolved Cases' folder  for items (support cases) with keywords. The searched result is 

effectively applied to the Outlook folder view (by means of Outlook filtering) which would result in 

only displaying those support cases that me et the searched criteria. Click the 'Clear' button to 

clear the search in the folder view (and revert back to the selected view effectively).   

  

 

Show/toggle the advanced search  options -  Apart from the free text search by keywords, Team 

Helpdesk  also implements an advanced search and reporting options with an array of filters 

available to extract only the required support cases quickly within the folder view itself.   

 

  

 

Quick contact menu lists all the possible shortcuts to communicate with the caller/technician  (eg. 

via email, phone call, SMS etc.) a nd enables the helpdesk managers/technicians to initiate a 

communication medium in single - click without having to open the respective support case item.  
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With the Archive cases tool , helpdesk managers can archive old support cases periodically to a 

local PST file that are older than a certain (user - selected) date.. This is an important maintenance 

step that would imp rove the efficiency of the Team Helpdesk System  (as well as for Exchange 

storage).  

  

 

Re- open the selected resolved cases  by marking the items as 'Ongoing'. Re - Open cases are then 

moved t o the 'Ongoing Cases' folder.  

 

Delete the selected cases  from the folder. If the deleted case has any email replies, they will be 

also deleted.  

 

Print the selected cases  using the customizable 'print HTML template'.  

 

Create knowledge base items  out of the selected cases.  

 

Run statistics tool  to analyze helpdesk data and get better insights on support cases.  

 

The 'Resolved Cases' specific Outlook views  are the primary  interface with which most technicians 

will scan through for relevant cases in this folder. The drop down menu lists all the available views 

for this particular folder. Each view is organized to group and filter support cases to make a 

particular feature o f your information obvious at first glance.   
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The folder view listing all support cases grouped and sorted  as per the current selected view ( eg. 

Technicians -  Table ). Each group also shows the number of items it holds as well as number of 

items that are unread. Selecting anyone of the case item displays the problem description in the 

Outlook preview pane.  

  

 

The Outlook preview pane displaying the problem description of the selected case item . In 

Outlook 2007, it also displays a Team Helpdesk  specific form region on the bottom of the preview 

pane a nd includes helpdesk (user - defined) fields which otherwise can only be seen in the Team 

Helpdesk  case Outlook form.  
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When you open an existing support case item, Outlook will display it with the Team Helpdesk  case custom 

form (having the custom message class ' IPM.Post.AMTSupportCase .Closed '). Unlike an ongoing case, a 

resolved case when loaded in a form is available as read - only i.e., to make any editing/changes to a 

resolved case, the  case first needs to be re - opened.  
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2.5 Team Helpdesk  Folders -  Schedules  

Schedules  

This is an optional folder that Team Helpdesk  will use if your helpdesk manager decides to main tain 

technician's due date schedule for cases. The idea is to enable the assigner (manager) to check for 

technician availability for a particular time slot before a due date can be assigned to finish the case. A 

calendar (having the same name as that of th e technician) within this folder will be maintained for each 

technician and whenever a new due date is assigned or an existing one is changed, it would be reflected 

in the calendar as well. If a case is closed (marked complete), the corresponding due date from that 

calendar is removed. Each technician needs to have editor permission over the calendar. However, the 

manager or case assigners need  to have publishing editor to be able to create a calendar subfolder if it 

does not exist.  

 

When due dates are assigned or changed in support cases, 

appointments are added or updated in these calendars. The purpose of 

these calendars is to allow helpdesk managers or other technicians to 

lookup these  calendars for a suitable schedule such that the 

assignment of due date take into the consideration other assignments 

which may already existed for that particular technician. This will help 

prevent due date clashes and increase efficiency of the helpdesk staffs.  

 

 
 

 

 

 



 
47  Help manual for Team Helpdesk  fo r Outlook  & SharePoint  

2.6 Team Helpdesk  Folders -  Settings  

Settings  

The Settings folder  would have a few post items such as DBSettings , which stores the detail of the 

database settings th at had been configured by the helpdesk administrator. Team Helpdesk  Clients read 

this information (available in the post item) to connect to the database and load the helpdesk specific data 

and templates.  
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3. Working with Team Helpdesk  Manager  

The Team Helpdesk  Manager include list managers to customize the contents of all drop - down boxes on 

the help desk form, predefined answers, templates for outgoing emails and SMS, notification options, 

incoming emails monitoring, messaging, custom fields etc.  Besides managing the settings and drop down 

lists,  it is responsible for monitoring email folders and mailboxes for automatic processing of incoming 

emails to support cases , as well as processing web requests coming from Technician Web Access (TWA) and 

Customer web Service (CWS) websites . 

Team Helpdesk  Manager Menu  

The Team Helpdesk  menu serves as the gateway for launching most of the functionalities and tools available 

in Team Helpdesk for Outlook . In Outlook 2010, you would find the Team Helpdesk  Manager  menu in the 

backstage file button, as shown below.  

 

 
















































































































































































































































































































































































































































































