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Help manual for Team Helpdesk for Outlook & SharePoint

305 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

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
customer 0s | s S U ePprekbatithemvioom watking an 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 customerdés [ ssue? For strategic deci
certainly like to know how many times this particular problem come up for this particular product has.

How long has this problem been an /ssue 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?

Typically, an ideal helpdesk system should support the organizationsé inte
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 6 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 Outl ook provides quick access to companyds contac
stored on a central Exchange server, it makes it much easier for support personals to track, collaborate

and log support requests in 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

[~ outlook Today - Microsoft Outlook The Team Helpdesk System answers these limitations
© File Edit View Go| SupportCalls iIools Action= by integrating itself within the Outlook process (as an
: SupportCalls | [} 3 C ] New Support Request Cz:= add - in) and extending it as an ideal platform to
- 7] MNew Knowledge Base collect, track and resolve trouble tickets while sharing
Folder List - o . .
Contact Manager this information with your entire team , all with ease. It
All Folders
: 3 . . . B
) All Outiook Items = Search Cases.. brings all of help desk functionalities and automation
= 24 Mailbox @ Statistics and tightly integrates with the easy workflow of
4| Calendar 5 Export to Database Outlook, thereby allowing users to work in the same
8] Contacts : : . .
- [ Archive Cases way they do with emails. What you would get as an IT

‘3] Deleted Items (1

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 emalil clientto 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 functionalitiesi 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 accessto  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.
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1.1 How does it work?
Team Helpdesk System consists of two separate installs & 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

- end and your exchange server and a network database, as the back - ends.

Microsoft Outlook for the front
(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).

Web Summary OLAP
Emal or SMS A
: Access Reports Reports Knowledge Base

aert to Caller -
- £ --\--\,-
Emal or SMS A [ "
J )

dento Gafe
Technidans o
Manager configures
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workflows and other

Generate KB article
fram the resclved case
for future reference

s
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wia web form, or ‘Qﬂj ‘\\:Ii ’ "K\:')j helodes k setti
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Mo, assignment notification ’
to caller e

Flowchart - Team Helpdesk for Qutlook & SharePoint

choice of database options

After the managerial tool is installed, helpdesk administrator will be given a
Database options include

where all the settings, templates and other helpdesk data will be stored centrally.
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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et s ST e e

STRummrstiation Panel ; Helpdsk vatisairce F Eutrimictratron PEneT ¢ Helpdesk Davd sétree

(B | o ‘B | o

; Helpdesk 'Settings' sub
By U T

7 Save Exit Lj Save Exit

z}? Helpdesk Settings Data Source IC Helpdesk Settings Data Source

Where do you want to save the Team Hel| ;

.} yo ! . Where do you want to save the Team Hel|
;i Data Source Type [Micrusnﬁ Exchange\Outlook * i

i e Data Source Type |

]H Exchange Folder Path  y\pjhjic Folders\all Public Folders{Team Hel i [Mlu’usnﬁ SQL Server T
H ; Server BYTEPAD\SQLSERVER

¥ Team Helpdesk System will use the Team Helpdesk Settings subfolder { Database

! settings, drop down lists, templates and other data. This option does x User T

{? the helpdesk settings data, and hence, is ideal for distributed techniciz 5 seriame _
. ! resoverd |
% . . ? B

} NOTE: You need to make sure all technicians have at le f Use Integrated Security

B

Tt el A gt e B et et

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.

IR L e Sl '”-"_'-""v..,-.u-.-.-- Le T T R e fe "'"'--_'-_"-'.-.z-'_"--""vf-.-..r' et =T T T T e e T T T e
i " Managerial Settings xﬂ Adrministration Panel : Problems

- :

7 : =

7 Configure Team Helpdesk drop-down lists and settings ﬁ v '-%

¥ Jhpply | Save Exit

:’ﬁ Database Settings i Problems list

; i

} : Problem Type |Problem Category | Default Time |DE1'E|uItTed'1nici
' E Access Control ¢| 1 |AirportBase SfAccessories R 30 Thomas Taylor
o 1}? 2 |Apple Rental |Services 18 | Tom Walker

b E? Assets list 3 3 |Apple TV Arcessories 30 |Richard Bransor
% | 4 |Apple Wireless Accessories 30 George Bernard
i Asset Fields “| 5 |Apple Wireless Accessories 30 John Abraham
i .:?’ & |AppleCare Services 30 Austin Jane

H @ Technicians list ,': 7 |Buy Back Sche Services 18 | Adam Smith

I'. i 8 Complains SErvices 18 | Tony Blair

H ag Callers list L| 9 |Phone3G  Mobiles 25 Adam Smith

¥ H - ; )

'\;. . e Jﬂ*.m__#mi‘m-\_k Mi.ﬁizi.&_a\rir}&t‘..___
> &p Problems list

i,
5 =] Templates Manager

N
vg- | Motification Opticns
" 'H"‘*"*‘*hdx#*"“‘hm'-i—d'ﬁ._;}mx‘f‘

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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A - -

?:_\? F|E|ds Maﬁmng v Viame i Tt -~ . . a.m______/_/_h__,_./,,___h.,___,,_._-. - s E[@
SharePoint list to which support cases would be published to
http: //bytepadHelpdesk/ListsIssue Tracking ’ Specify URL... ] ’ Clear ]
Map fields for Outlook to SharePoint Reporting Mandatory Fieldsfor Mapping
Helpdesk Field | Data Type | SharePoint Field B
g |Caller Company Text Company x| =
10 |Caller Department Choice Department R
11 |Caller Maobile Text Caller Mobile R
12 |Caller Mame Choice Caller Mame R
13 |Caller Email Choice Caller Email hd
14 |Resolved Yes Mo Resolved hd
15 |Custom Field 1 Text R
16 |Custom Field 2 Text hd
17 |Custom Field 3 Text hd
18 |Custom Field 4 Choice R
19 |Date Closed Date/Time Date Closed hd
20 |Date Created Date/Time hd
21 |Due Date Date,Time Due Date R
22 |Log Mote Logs hd
23 |Motes Mote Comments hd
24 |Origin Text hd
25 |Problem Cateaory Choice Problem Cateqory R
26 |Problem Type Chuoice Problem Type hd
27 |Received Date Text Request Received hd
23 |Service Level Choice SLA R
9 |Status Choice Problem Status R
30 |Technidan |Jzer Assigned Ta hd
31 |Technician Email Text hd
32 |Time Spent Text Total Time Spent hd
33 |Time Spent Description Mote Time Spent Description hd
34 | Subject Text Title x| =
35 |HTML Body Jriote Description ~| =
36 |Importance Text - =
o ] [ Cancel Mow configure fields mapping between Outlook and SharePoint

I I o T T Sppr Jxﬁ*ﬂ-,_rl\‘r‘rﬂﬂmww“\'m_%r’w

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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it VP _-hfﬂ'v P s g T e P I P o T T I S ,f_.—'_uL'L_- e oam T == e bt it

Due Date v 3/19/2011 FH 3AM v 15 « g

Caller Mame Jones -

Zaller Email Jones@angelheart.com -

Rezolved N

Problem Category Applications -

Froblem Type : Office 2008 iL]

. iPhone -

Caller Mobile iPhone 3G o
MacBook

Department MacBook Pro

c MacBook Air

ompany Mac Mini

Mac Pro 5

Address iPod Shuffle 3
iFod Nano

Date Closed iPod Classic 12 AM » 00 -
iFod Touch

Request Received iTunes
QuickTime | &

SLA iWork
Office 2008

Problem Status Safari

. Mac OS5 X Tiger
Total Time Spent Mac OS X Leocpard
- _— Airport Base Station

Time Spent Description Time Capsule " | [pate Time Spent

john 3/17/2011 11:16:00 PM 30

. ansil- M"‘--#H‘—M T T WP S L e, "-"\--4.\_ — w#m‘“‘ﬂ“-« F il

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 i in the. explorer and mspector windows of Microsoft Outlook.

-

. L e e Y e = T et e e
'r MyTnnIs ' gﬁﬁ“

! ;
} E Home 5end / Receive Folder View Developer F
A Q Contact Manager j' E P :
{ j i@ Mew Case <@ Create KB I I g :
'1 E] Search Cases b v,_t} Convert to cases % Reply with a KB
S j b= - o _ _ Export Nawgate‘T
3 E' Online status of Technicians d i@ Add to existing case g, Reply with a predefined answer g Fijle~ To~ 3
E : Lo gt et s, 153M Helpdesk S _—
Y @  Personal Settings %
; :
Jj % Helpdesk Settings Data Source ;
.: Other Information i
L 3
t a Help Topics ;'
£ i
1': @ Video Tutorials {

- = .\___';_‘___\ J—‘.—“_\.“_‘Lhrq fj

(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
set, by a supervisor or manager.

- = o

:1m| Home
}Lﬁ Mew Case
'-‘-;LQ Convert to cases

T R SR
Send / Receive

—

View

e
A N

Folder

L
Developer

H 0

_-& Create KB
@5 Reply with a KB

_ Export Mavigat
@Add to existifg case L;'q_, Reply with a predefined answer {5 File= To-
§
; Team Helpdesk
| \\
i |E::—'.' Inbox _\‘:
3 1% | 01| Fro \| Subject Received
3
i 4 Date: Wednesday
f Lﬂ Francas F... Problem with my Printer! Wed 2/16/2011 5:12 P
1
<
A
1, 4 Date: Older
o .
g Monica L... Hardw& Procurements Maon 76,2009 4:31 PW
E -.-‘.-'L\.L\_'\.\H\.aq‘_wt _‘_____-#' Bt SR B

Step 6: Assign technicians to the case

- down lists (such as the classification of problems the request falls into) can then be

e s

B e
_r /.\ "‘*-\_'_FH__
Y« : f

ambelpdesk (BT

.Case Summary

e ==

Support_ Rec

TNy .l.;'_;,'f -

e

[16] Problem with my Printer!

B ]

Case I'I'lrne spent | Email History (7) | Notes | Assets
C

Mumber (I0)
Created

15

Wed 2/16/2011 5:13PM

Modified o5 11a/2011 1:11 AM

Case Age |3 days i

Author jﬂ hn !

Dligil\ Email

Category |Accessories

'--z--.-\_.-.___-f-.-.V.-'-_.‘-.a-w'v-._,_\,vv.___w-'\..{vh-’\-._,\

Type |Time Capsule

[~ apply default technician
[™ apply default SLA

=
gl

| Service level
Importance

High

-~
-
Due Date  [Wed 2{16!2011 T13PM ﬂ

3 Status | processing -
T ey = Y

et

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.

LR - = o

:; . b ‘[ S e - - ~| J a
4 Dept | customers -~ %
4= iy
Assign Technician(s) 3
]| Alfred cary A, :
@ Eﬂ John Abraham o I_a F
| Bl® ;
2 2|
2 J

- e RO e ¥ x_’ihﬂ‘“uhm_M;-Mj

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



Help manual for Team Helpdesk for Outlook & SharePoint

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).

ER e T L . —-.

et S T e e
Reply to lasf Email lEditEulutiunI 1nsert’3nanswer] AInsert KB [ aMe

2/16/2011 5:19:57 PM - Reply sent to Francas Freedi by 'John Nash'

L.V RN e

HI Francas,
There is new driver for 64 bit. Please download it from the vendor w

~ . .
"WE-I-M_ W TR Ere

4 [AMT Support Team i
5 i
: 2/16/2011 5:14:38 PM - Reply received from Francas Freedi J
i H
; Hi Support, E
| Yes, there is no visible damage in the power cord. | am using Wl’nduwi
{ i
{I Best Regards, j
Francas 1

4

b

2/16/2011 5:14:16 PM - Reply sent to Francas Freedi by 'John Nash'
R e T T I o e N Y

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.

T . . A e e

e CE PR . PR T e I e
m Home send / Receive Folder Wiew Dy

.} _
i=n
P p;/ e ) Merge Cases  Search

= @Print &}Advanced Search

_.Iﬂenpen Make —
i KE }_'k} Delete &% Date Closed - Table ~

Team Helpdesk - Resolved Cases

"
- "‘-I.q._,.....-\.u._ o nim, BB

I
3 Case #1| [ || Subject | Caller | Em
B i
. . 1
'.i 4 (ase Closed: Friday, February 11, 2011 3 items) 3
E 71 13 [1]Howto enable DVD or CD... Haas  Ha'
b

i a0 ﬂ.j@ [60] How to use Remote Disct.. Weber W(’
M

s {2 i b B HowkgsAup AtPor Base -, Schmid- ¥

Step 10: 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

|
|

Home | Submit a support reguest

to potential support requests from end - users.

e o P et st ——— =

Home [+ J-S-éhd / Receive Fnl-d-er View Dev

H QbH B @ c

e A P

THew Knowledge Forward Export Problems  Move Rules Unre

5}: Base to File = e w7 7 Re:
f Team Helpdesk - Knowledge Base Maove 13' =L Knowledge Base
¢ 3
: k= |1 (10 Subject I: - Welcome to knowledoe base home page!. Here you can bre
% i artides are then loaded into a treeview down. To read a p
‘.
|_~'; in 4  Problem Category: Notebooks (10 items, 1 unread) ]
% I, View by Category/Sub-category
= 4 Problem Type: MacBook Air (5 items) 3
. = . N . Category Motebooks -
;oL 1017 Iﬁ How to install applications using the MacBool %
'._‘-, 1013 IE How to use Remote Disc to share DVDs or CDs '-':I Sub-category  MacBook Pro -
é 1007 IE Apple Portables: How to disconnect the Mags ‘-Z;
“} 1004 fﬁ, How to install applications using the MacBool ,
i\ 1003 |3 Mac OSX10.5: Can receive email, but not senc Z‘: Em Notebooks > MacBook Pro (5 articles)
i i g (1023) How to Use non-standard discs in optical drives
2 4 Problem Type: MacBook Pro (5 items, 1 unread) ,x IE (1014) iPod wor't turn on!
3 1023 IE How to Use non-standard discs in optical driv ';. Lﬁ (1008) Apple Portables: How to disconnect the MagSafe p
i e, 10 % iPod won't lsa, i e . _
et n 100 R, o0 R Pt n L) (1008) How to setup Arpori Rase Statign.and Nebisk

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.
CaseType 77 T Resawed ™" 7 Ongla i
ol ] b
| L. {
i f
g Alfred Cary 4 ]
4 i
;} Michael Moore -+ n : :
¢ _ 3
i Austin Jane - ;
:!__ H
; Raymand Wong - : : g
S 1
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gl Alexander Buck -+ u l f
¢ ;
;‘ Thomas Taylor - = : /
x\ RaronBeit -_ o 2 2 2 o = E r
i 2 5 o o g - i
v = = = =

1.0

f
i

""'..“H’—--.'“‘- B ey ¥ Y e S
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

LS G N
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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 emailsto 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 & Productivity is the mantra!

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

o 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
gueries answered, open cases, or those on high - priority by days, weeks, months or years.

o 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.

o Generate an entire web based website from the knowledge base answers (in exchange) to be put
up o n the website for customersandend -user s to access t hem. 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.

o 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
efc.
Higher productivity and  increased "up - time” for support staffs
Organized state of cases means faster tracking requests
ldentify problem areas and increase helpdesk efficiency

CALLL ALl L

"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

Ca LA
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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 functions 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 )

« Avalid 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 o 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 &
TeamHelpdesk Manager SFRSetup.exe, TeamHelpdesk Client SRSetup.exe and Versioninfo.txt . Extract these
file contents to a file folder.

TeamHelpdesk Manager SPSetup.exe 0 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 SFSetup.exe 0 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. \\ A/l Public Folders \ Public
folders \ Team Helpdesk SR Ongoing Cases ). This is required because you will be as  ked to specify the
configured Team Helpdesk 6 Ongoi ng Casesd subfolder once you stal
up the client tool with the Team Helpdesk outlook folders and is required one time only)

Versioninfo.txt & 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 SRSetup.exe and
Versioninfo.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
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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 SFSetup.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.

Team Helpdesk Manager SP - InstallShield Wizard

5 ‘|| Welcome to Team Helpdesk Manager SP

—, - This Wizard will install Team Helpdesk Manager SP
o \-/.\/ on your computer. To continue, click Next.

P o ~
\/\ / ~ ' /
\-< -‘ Microsoft . This product requires Microsoft .NET
4 -~ Framework 2.0 or above. If not
2o, D — * present in your system, the installation
y Az P 4 wizard would download and install it for
” : you to continue.
- — .f/ ..
S “ | Make sure that you have one of the following MS

Qutlook version installed:

Outlook 2003 SP2, Outlook 2007, Outiook
2010

NOTE: If Outlook is already running, it is recommended
that you shut it down before continuing with this
installation

rﬂ“ ﬂ&mHe!deSK Bach [ Next > ][ Cancel ]

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.

Team Helpdesk Manager 5P - InstallShield Wizard

Installation Option
Setup will install only the necessary portion of the Tea m H e' d es k

s tracking with Outlook™ & SharéPaint

application based on the selected option,

E The ‘Managerial Installation’ indudes tools and files required for configuring,
.-+ managing Exchange public folder or a mailbox, database and the helpdesk drop
"~ down lists and templates.

What language do you want to install?
(%) Englizh ) Dutch ) French

) German ) Norwegian () Spainish

< Back " Mext = ][ Cancel
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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).

Team Helpdesk Manager 5P - InstallShield Wizard

Customer Information Team Hel pd esk

Please enter your information. tracking with Outlsok arebaint

User Mame:

|Juhn |

Company Mame:

Av |

Install this application for:

(%) Anyone who uses this computer (all users)
") only for me (John)

[ < Back " MNext = l[ Cancel

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)

Team Helpdesk Manager 5P - InstallShield Wizard

Choose Destination Location Team HelpdESk

Select folder where setup will install files. sise tracking with Outlook araPaint

Setup will install Team Helpdesk Manager SP in the following folder.

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

Destination Folder

C:\...VAssistMyTeam\Team Helpdesk Manager SPY

< Back " Mext = ][ Cancel ]
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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

Team Helpdesk Manager 5P - InstallShield Wizard |:

Setup is in progress

Please wait... Click 'Cancel' to exit the current setup Tea m H E| Ed es k

Issue tracking with Outlook”™ & SharéPainlt

The InstallShield Wizard is installing Team Helpdesk Manager SP

Updating component registration

[

|rztalls hield

Cancel

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

Team Helpdesk Manager SP - InstallShield Wizard

A Installation almost complete
» —
—~—”’ S = b=
S & The installation wizard has successfully installed all
7 <5 = " the dient application files of Team Helpdesk for
‘/\/ ~ | outiook.
s\/ v
e -
P s ¥y~
- \ 7 o )
———

TeamHelpdesk| | ..

Cxking with Outiook

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:

"

Team Helpdesk

Please choose an option below to continue:

1
Click this button to create new Helpdesk
— N:ourdHelpdesk folders under your Public Folder or Shared
=E Folder.
2

Click this button to use existing Helpdesk
folders, which was previously configured
under a Public Folder ar Shared Falder,

|Ise Existing Helpdesk
folders

: Create New Team Helpdesk folders & Click this button to create new  Team Helpdesk folders ( /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 & Click this button to use existing Team Helpdesk folders ( /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 exist
Team Helpdesk Manager add- in with the existing Team Helpdesk folders and database.

Specify the Ongoing Cases subfolder (=]

Thank you for selecting Team Helpdesk for Outlook!

It appears you have just installed Team Helpdesk Manager tool. To start working with
support cases, the Team Helpdesk System needs to be fed with the path of an existing
Team Helpdesk Ongaing Cases subfolder, which might prabably had been configured by
your administrator in an Exchange public folder or shared mailbox folder.

a b

Auto Scan ]

Browse

—
—_

Selected Path
V\Persanal Folders\SupportCallsyOnagoing Cases

You have selected a possible candidate folder! Click Continue Continue

Try Later

Either you can auto scan (a)tos ear ch for the first available 06O0r
already know the location of the existing Team Helpdesk folders, you can simply click the

6Browsed6 (b)) button to specify the 60Ongoing Case
selectedt he path to the Ongoing Cases subfolder, cli

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 .

Team Helpdesk System - Folders Installation Wizard

-
|-\__‘_‘_‘—'

Thank you for choosing Team Helpdesk for
Outlook & SharePoint

With this wizard, you can install Team Helpdesk SP
folders, views and forms to an Exchange public folder
or shared mailbox folder in Qutook. This is usually
done after the end of the installation. However, you
can use this same utility to install multiple Team
Helpdesk SP folders.

Spedify a title for the Team Helpdesk SP Root Falder

| eam Helpdesk 5P

Click Next to pick an Outlook root folder to install the
Team Helpdesk 5P Folders,

TeamHelpdesk —
s bracking with Outlook & SharePaint
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.

Select Folder

Folders:

The tool would then copy  Team Helpdesk
subfolders, forms & designs, views etc. from the

(% JohnMash@AssistMyTeam.local

En Favorites

= All Public Folders

= ﬁ Public Folders - JohnMash @AssistMyTeam. |

Team Helpdesk PST template file
(TeamHelpdesk PST.pst). It would look like the
Cancel followings layout:

= Authors
Internet Mewsgroups
I:.ﬂ Projects

En Sales

L SharePoint Tickets
ﬁ Support

S

AssistMyTeamSMESolutions Archive
= AssistMyTeamSMBSolutions Contac

Ve

4 Public Folders

L] Favorites

4 1 Al Public Folders
Eﬂ AssistMyTeam5MEBSolutions Archive
.%ﬂ AssistMyTeamsMEBSolutions Contacts

.%ﬂ Authors

EQ Internet Newsgroups
uﬁ Projects

Eﬂ Sales

[

> L4l SharePoint Tickets
4[4 Team Helpdesk 5P
L History
L KB
E; Ongoing Cases
I:n Resolved Cases
L Schedules

EQ Settings
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Step 9. Now, the final st episto 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.

=

A Administration Panel : Helpdesk Data Source £3

%) &l

Save Exit
Helpdesk Settings Data Source

Where do you want to save the Team Helpdesk settings data?

Data Source Type [Micrusuﬁ Exchange\Outlook "]
Exchange Folder Path  {\public Folders\All Public FoldersiTeam Helpdesk'\Settings

Team Helpdesk System will use the Team Helpdesk Settings subfolder (Microsoft Exchange) to store all the helpdesk
settings, drop down lists, templates and other data. This option does not use an external network database to store
the helpdesk settings data, and hence, is ideal for distributed technicians who can't connect to the company's netwark.,

NOTE: You need to make sure all technicians have at least editor permission over the Team Helpdesk
‘settings’ subfolder.

A . .y,_-.n_..-"‘. - 'll-"h-l«.__ “\..M*M.HM "“"'—""\-.-‘.;._."J e R R A q"“l"r‘-

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
andtheM DB file itself. Make sure, the shared fobdkeydofot
technicians on the networ k, ot herwise, technicians wo|
Helpdesk Cases folders in Outlook.

A Administration Panel : Helpdesk Data Source £3
= il
Save Exit

Helpdesk Settings Data Source

Where do you want to save the Team Helpdesk settings data?

Data Source Type [Micrusuﬁ Access "’]
Select the Access DB Path  \\AMTServeriHelpdesk), E]

Team Helpdesk System will use a Microsoft Access database to store all the helpdesk settings, drop down lists,
templates and other data. So make sure you spedfy a shared network folder where the Access database file
(TeamHelpdeskSettings.mdb) will be saved. It is also impartant that all technicians have write permission over this
shared folder.
NOTE: It is advisable that you avoid using a mapped drive (eg., X:) to store the access database.
Instead use a UNC folder path (eg. \\Server\Folder) so that it is accessible to all technicians who will
be working on support cases in Outlook.
vk bk, et S g e R ey e Rt T L e m._/h*-*-— .
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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.

-,

& | Administration Panel : Helpdesk Data Source @

|

Save Exit
Helpdesk Settings Data Source
Where do you want to save the Team Helpdesk settings data?

Data Source Type [I'vicmsnﬂsq_ e ,]

SErver  AMTSERVER\SQLSERVER H |
Database  TeamHelpdeskSettingsDE Test
Userame |
Passnord |

Use Integrated Security

Team Helpdesk System will use a Microsoft SQL Server database to store all the helpdesk settings, drop down lists,
templates and other data. So make sure all technicians have access to it on the netwark. If you are not using 'Integrity
Security’, make sure you use a common S0L account that would wark for all technicians.

NOTE: When choosing a SQL server database for Team Helpdesk System, if you are not using the
‘Integrated Security’ (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 Clients
automatically from different systems of the technicians.

For SQL server, the server name is mandatory. The Database name is option al. If it is left empty, a new
dat abase wit heatmHedpdeskaSettngsvB6 woul d be created. | f your £
windows authentication (NTLM), then you can check the

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.
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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 Iea-lst -' Edito_r' permissi'on.to all helpd.esfk tech.nicians'
'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.

E-mail Items~ | @ JUnK~
Mew  _ pe——m.  Delete

Ongoing Cases Properties

- -
[ ) = . o T ———
Ee: ServiceDesk | General | Home Page | Permissions
%" group added to
[ [i pgf;?'jsiartc?\:er Marne Permission Level
the Ongoing Cases Default Author
Ej" John Mash Owner
:N. Anonymous Custom
4 Public Folde! Editor
e Favorites
4 En All Public Folders [ add... ] [ Pemone ] [ Properties... ]
Lad AssistMyTeamSMBSolfitig o
B AssistMyTeamsMBSolutid | |
.@ Authors Permission Level: ‘Editcr w |
EQ Internet Mewsgrou Read Write
L-i Projects ) Mone Create items
Ll sales (¥ Full Details [ Create subfolders
i [} SharePoint Tickets Bt evear
4[] Team Helpdesk 5P 7] Edit al
L4 History
E; KE Delete items Other
EQ Ongoing Case ") Mone [ |Folder owner
EQ Resolved Cases ) own [ |Folder contact
L Schedules @ all Folder visible
L4 Settings
[+ Support
4| il
= ﬁ L= ‘q [ Ok, J [ Cancel Apply
Hems: 0 | L

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  talla new Team Helpdesk folder,
which has to be performed only by the helpdesk administrator/manager.

& Team Helpdesk Manager 5P

File Edit W“iew Favorites Tools Help

@Eack A\ -\:) l.@ pSEarm HE" Folders v

: Address |@ C:\Program Files\AssistMyTeamTeam Helpdesk Manager SP

MName = Size | Type Date Modifi
File and Folder Tasks AMTWebEdithET. I 154KB Application Extension  1/20/2011 1
Ej Make & new folder AxInterop.FPUSpreadADC. dll 192 KE Application Extension  2/25/2011 4
i . @CunﬁgureﬂewerPST 776 KB  Application 3/17/20119
@ W:!;Sh this folder to the (2] customer\WebService 1,238 KB Compressed (zippe...  3/8/2011 7
@ chare this folder Interop. FRUSpreadADO. dll 224¥BE Application Extension  2/25/2011 4
Interop. Redemption.dll 624KE Application Extension  2/26/2011 1
Microsoft, Office. Interop. Outlook. dll 399KB Application Extension  4/26/2007 3
Other Places £:5 OLAPSenselite 256 KB Application 2/15(2011 4
Radar5oft. Comman.dl 1,274KE Application Extension  9/23/2010 3
I3 AssistMyTeam Radar5oft. CommonChart.dll 419 KB Application Extension  9/23/2010 3
My Documents Radarsoft. WinForms, Desktop.dll 853KB Application Extension  9/23/2010 3
[C3) Shared Documents Radarsoft. WinForms, dll 2,053KB Application Extension  9/23/2010 3
a My Comeuker Radarsoft. WinForms. Grid. dll 443 KB Application Extension  9/23/2010 3
= 4 P RadarSoft. WinForms. GridChart.dll 600 KE Application Extension  9/23/2010 3
W3 My Network Places %] TeamHelpdeskManagersP. di 4,712KB  Application Extension  3/17/2011 3
[ TeamHelpdeskMappingSP 334KE Application 3/17/20111
[ #TeamHelpdeskProcesssP 2,723KB  Application 3/17/2011 3

eamHelpde ommon. ication Extension
TeamHelpdeskSPC di 352KE  Application Extensi 3/17/2011 1
TeamHeIpdeskSPHeIp.pdf 11,516 KE PDF File 2232011 1
[ TeamHelpdeskiploadsP 47KB  Application 3/17/20111

[ TechnidanWebAcress 1,234KBE Compressed (zippe...  3/8/2011 7
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1.5.2 Client Installation

- in that has all the logic and functionalities of the
Team

The client installation mainly consists of an Outlook add
helpdesk application. It needs to be insta lled by all technicians who will be working with the
Helpdesk in Outlook. Before you continue the installation, it is recommended that Microsoft Outlook is
shutdown (if active).

Step 1. Run 7eam Helpdesk Client SRSetup.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.

Team Helpdesk Client SP - InstallShield Wizard

- A

~

~

,--/
S
>

F

v £ r

: e
- o’

\

7 -

~

—

7/

—

Welcome to Team Helpdesk Client SP

This Wizard will install Team Helpdesk Client SP on
your computer. To continue, dlick Next.

Microsoft

.

This product requires Microsoft .NET
Framework 2.0 or above. If not
present in your system, the installation
wizard would download and install it for
you to continue.

Make sure that you have one of the following MS

\‘7

Qutlook version installed:

Outlook 2003 SP2, Outlook 2007, Outlook
2010

NOTE: If Outlook is already running, it is recommended
that you shut it down before continuing with this
installation

“IeamHelpdeSk Bach [ Next > ][ Cancel ]

with Outiook

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).

Team Helpdesk Client 5P - InstallShield Wizard

TeamHelpdesk,

Issue tracking with Qutlook”™ & SharéPoinlk

Customer Information

Please enter your information.

User Name:

| John |

Company Mame:
| AT |

Install this application for:

) Anyone who uses this computer (all users)
(%2 Only for me (John)

[rztalls hield

[ < Back ][ Mext = ][ Cancel
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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.

Team Helpdesk Client 5P - InstallShield Wizard

Choose Destination Location Team HElpd ESK

Select folder where setup will install files, pracking with Outlook? & SharePoint

Setup will install Team Helpdesk Client SP in the following folder.

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

Destination Folder

C:\...\AssistMyTeamTeam Helpdesk Client SPY

[ < Back " Mext = l[ Cancel ]

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.

Team Helpdesk Client 5P - InstallShield Wizard

Setup is in progress

Please wait... Click 'Cancel' to exit the current setup Tea m H e' pd es k

tracking with Outlook®™ & SharePaint

The InstallShield Wizard is installing Team Helpdesk Client SP

Removing applications

[IIIIIIIII

Cancel
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Step 5. Click 'Finish' to end the installation wizard.

Team Helpdesk Client SP - InstallShield Wizard

A Installation almost complete

7 > —

; & The installation wizard has successfully installed all

= 7 £ . the dient application files of Team Helpdesk for
‘/\/ Z 7’ Outlook.
e -
’ 7
- Y w
\ > >

- S~

Teamtielpdesk| ..

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
60ngoing Casesd subfolder. When you start Outl ook, Y
60ngoing Casesd subf olfeadnddelpdesk Cliehtiaddkin with thé dxisting Team Helpdesk
folders and database.

Specify the Ongoing Cases subfolder |

Thank you for selecting Team Helpdesk for Outlook!

It appears you have just installed Team Helpdesk Client tool, To start working with support
cases, the Team Helpdesk System needs to be fed with the path of an existing Team
Helpdesk Ongoing Cases subfolder, which might probably had been configured by your
administrator in an Exchange public folder or shared mailbox folder.

a b

Auto Scan ][ Browse ]

Selected Path
Vsupporti@assistmyteam. comTeam Helpdesk\Ongoing Cases

You have selected a possible candidate folder! Click Continue Continue

Try Later

Eitheryoucan autoscan(@) t o search for the first available 60ngc¢
know the location of the existing Team Helpdesk folders, you can simply click the 6 Br o wk) budton (o

specify the 60Ongoing Cases®6 subfolder from your Out!l
Ongoing Cases subfolder, click 6Continueod.

I f you have chosen the correct 60Ongoing Cases?o-imshduldd
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

4 Public Folders Once you have instal led Team Helpdesk , you will find that there
m Favorites are a couple of subfolders in the main parent folder. Each folder
4[] ANl Public Folders serves a specific purpose and the very name reflects the kind of

L AssistMyTeamSMBSolutions Archive i noide vou can of course; change the subfolder name to
@ AssistMyTeamSMESolutions Contacts . . . .

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

m e R e of the Team Helpdesk System .

@ Projects
m Sales

i Ll SharePoint Tickets
4[] Team Helpdesk 5P
m History
L KB
m Ongoing Cases
m Resolved Cases
m Schedules

m Settings
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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 ¢ 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.

History
Case # | ¢ [|@|From  |Subject |Received T |Size

= case #: 310 (2 items)

(= sent/Received: (none) (2 items)

310 [ Support Apple Portables: How to disconnect the MaagS... Fri 12/19/2008 1... SKB

= case # 402 (2 items)

& sent/Received: (none) (2 items)

402 (=i Support  Troubleshooting the MacBook Air SuperDrive ... Fri 12/19/2008 8... 4KB
402 = Support  Troubleshooting the MacBook Air SuperDrive ... Fri 12/19/2008 8... 4KB

@ caze # 403 (1item)
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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.AMT KnowledgeBase SP.

! Knowledge Base | 7] Mew [ Forward KB

al

disconnect the Mag Safe [

*| [ | @/ subject |Problem Cat... |Problem T... |% power adapter ™
=) Problem Category: Notebooks (11 items, 4 unread) w John Nash
"""’*--..}Q) Conversation: Apple Portables: How to disconr

= problem Type: MacBook (4 items, 1 unread) Posted: Mon 2/2/2009 5:40 PM

3 Howto Use non-standard discs in optical dri... Notebooks ~MacBook Posted To: KE

ﬁg How to enable DVD or CD Sharing feature in MacBo... Motebooks MacBook W -~

|7 Apple Portables: How to disconnect the MagSafe p... Notebooks MacBook i How do I SafEl}’ disconnect

|7  MacBook: How to install memory Motebooks MacBook v the MafSafe adapter from

my notebook? Please help!
= Problem Type: MacBook Air (4 items, 1 unread)

How to enable DVD or CD Sharing feature in MacBo... Motebooks MacBook Air 5 Resolution:

How to install applications using the MacBo... MNotebooks MacBook... @
Where can I find the external ports in MacBook Air?  Motebooks MacBook Air % To disconnect the MagSafe
Troubleshooting the MacBook Air SuperDrive Motebooks MacBook Air % a.dapter from vour App]e portab]e=

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.

OO0 ...

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).
Author: | jonn Miller @| Date Created: | Ty 12/11/2008 10:58 PM @ |
Category: |notebooks Ll@ Type: | macBook Air ;[o .
Subject: | o to enable DVD or CD Sharing feature in MacBook Arr? (5]

Solution: Edit Solution Forward Save & Exit Exit | T e
& & & &

Requiring permission for access to my DVD drive

The "Ask me before allowing others to use my DVD drive” is a feature of DV or CD Sharing that requires other MacBook Air users to
request permission before they can access a DVD or €0 in your Mac or Windows-based optical disc drive.

Figure Mac OS Figure Windows

7% OVD or €D Shaving

/Enable DVD or 0 sharing|

ottr.
0 CD ders rematsly.

¥ Ask me before allowing others o use my DVD deive
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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.

Ongoing Cases

Case # 4| [ @Subject acBook Air SuperDrive

& John Nash

= Technicians: Adam Smith (3 items)

340 | # [340] Troubleshooting the MacB... Music Players Sat 11f... Schmid W Conversation: [340] Troubleshooting the MacBc
330 [ [330] How to Use non-standard ... Applications Sat 1/1.. White W P“tej’ Mon 2/2/2009 5:51PM
328 v _lz} [328] Mac 0S5 X 10.5: Canrecei... Accessories Man 12/... Schwarz W Posted To: Ongoing Cases

My MacBook won't accept any [il

Search the '‘Ongoing Cases' folder
effectively applied to the Outlook

O

for items (support cases) with keywords. The searched result is
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,
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.

! Advanced Search | Created on - | Date

i Pick | Keywords (optional):

= Technicians: Adrien Silva (3 items, 1 unread) @ 3 fisk. both CD or DVD. Please
323 v _lz} [323] The drive doesn't accept a... Applications Man 11/... Van Dijk W help?
341 ﬂ.lﬂ} [341] How to install applications ... Motebooks Wed 11... Jacobs g @
317 3 [317]iPod won't turn ont Notebooks Tue 1/.. Bennett = | Resolution: =
- IF you are experiencing issues with
= Technicians: Alexander Buck (1 item, 1 unread) using your Mafﬁﬂoo.{'ﬂ!.r_ SuperDrive,
- such as the disk not being accepted,
312 ﬂ-_Lg} [312] useful keyboard and t... Notebooks Thu 11... Kovacs W try the following steps to resolve the
fesue. b |
= Technicians: Alfred Cary (3 items, 1 unread) 1. Make sure the Szgaerﬂrfve
315 _lz} [315] How to setup AirPort ... Accessories Sun 12... Martin g is favingﬂaf on a sw:face
331 _L,:} [331] How to setup AirPort Base... Applications Thu 1/2... Schmid W wit}; the silver ropfacfng
318 _Lg} [318] MacBook Pro: How to inst... Motebooks Man 1f1... Schuster % Lgpward.

Team

| Search Mow | Clear !

e 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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POPOOOOO

Quick Actions.. * || | ] v2 %2 e | F1kB | @ | View: Technidans - Table -

Email Caller 'Schmid' (Schmid @mangostar.com) L\‘s

& o o Q) & o ar &) £ |6

Reply Caller 'Schmid' (Schmid @mangostar.com) with a FAQ
Reply Caller ‘Schmid' (Schmid @mangostar.com) with a KB
Call Schmid (Jandline : 54346001)

Call Schmid (mobile @ 7122399999)

SMS Schmid (mobile @ 7122339999)

Email Technician 'Adam Smith' (adam. smith @someXYZcompany. com)
Call Adam Smith (andline : 3058303)

Call Adam Smith (mobile : 6543454647

SMS Adam Smith (mobile @ 6543454647)

Forward...

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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View: Technicians - - |!
&d | Asset Field2 - Table

Asget Name - Table

Caller Email - Table

Caller Name - Table

Caller Summary - Card

Case Mumber

Cases worked today - Table (Filtered)
Created By - Table

Custom Fields - Card

Date Created - Calendar

Date Created - Table

Date Created - Timeline

Date Due - Calendar

Date Due - Table

Date Due - Timeline

Date Modified - Calendar

Date Modified - Timeline

Date Range - Calendar (Created Date - Due Date)
Date Range - Timeline (Date Created - Due Date)
Department - Table (All Cases)
Importance - Table

Origin - Table

Problem Category - Table

Problem Type - Table

Status - Table

Technidans - Table

TimeSpent - Table

t e e REREREREEREEEREE R B

My Cases (Filtered)

@ 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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%735 Info — Asset Info Thmmm——p
Case #: |317 | Origin: | Appointment Name: ||ab1 System 14
Created by: | Adrien Silva Field & | Computers
Last Madified: | Mon 1/1/1601 12:00 AM Field 3: | windows %P Professional
Due Date: |Tue 1/13/2009 11:30 AM Field4: |192168.1.7
Caller Email: | Bennett@mangostar.com Field 50 | Compag
Caller Mame: |Bennett Comment: |This problem needs to be |
Phone: studied carefully. From the T
) S intial looks of it, the issue does
Mobile: 7127371124 not appear to be that serious, |
Company: | Angel Heart Hospital
— Custom Fields
Address: |118 D, Jimmy Ray 5t. MY 3456
Field 1: | #4545
Department: |stydents Field & | New York
Problem Category: | Motebooks Field 3: | ysa
Problem Type: | pacBook Field 4: | [gM Corporation
Status: Awaiting . =
Technicians: | gdrien Silva f\‘
P
Time Spent: :
pent 21 \\_// www.assistmyteam.net

When you open an existing support case item, Outlook will display it with the
form (having the custom message class' IPM.Post. AMTSupportCase SP for ongoing case and

'IPM.Post. AMTSupportCase.Closed SP for reso Ived 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.

Team Helpdesk case custom
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Support Request
4

Case | Time Spent | Emal History | Notes | Assets | My Fields | Log | Other cases from this caller |

# Connected Ongoing..

-

¢__ Technicians details

Case Summary

[4] Using the trackpad of my new MacBook Air!

Eotsolson | _nseriannswer | reenid |

How do ! use the trackpad of
my new MacBook Air? Please

help?
Resolution:
To forward delete, hold down the Function (fn)
key while you press the Delefe key.

Secondary clicking or right-clicking lets you

;‘" descriptio!
Tei o &resolution

Information catering to the support cases, caller, technicians, problems, work done,

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.

assets etc are all laid
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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 formis - '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.

Resolved Cases
Case # | O |Subject

|Ted'1r1|t:|ans

" John Nash

= case Closed: Monday, December 01, 2008 (3 items, 3 unread)
366 |2» [366] iPhone: Making and Receiving a ... Hill Richard Branson 2 Conversation: [388] Troubleshooting the MacBook
386 3 [386] Troubleshooting the MacBook Ai... Fenech  Thomas Taylor 5 PDStE:’ Mon lzjzéfzoog 10:33PM
378 | [378]iPhone: Making and Receiving a... Haas  BarclayBasil 6 Posted To:  Resolved Cases
MacBook won't accept any disk,
: i @ My Pk hel
[#l Case Closed: Monday, December 08, 2008 (1 item, 1 unread) both €D or DVD. sa 2
= case Closed: Monday, December 29, 2008 (2 items, 2 unread) Rasolution:
356 + [356] How to use Remote Disc to shar... Marek  Raymeond Wong 17 If you are experiencing issues wi ng

your MacBook Air SuperDrive, such as the
disk not being accepted, try the following
steps to resolve the issue.

1. Make sure the SuperDrive is

laying flat on a surface with the

354 _La} [354] How to Use non-standard discs i... Hofer John Abraham 17

Case Closed: Monday, January 05, 2009 (1 item, 1 unread)

Case Closed: Monday, November 10, 2008 (1 item, 1 unread)

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).

e 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.

{ Advanced Search | Created on ~ | Date = {5 Pick | Keywords (optional): | search Mow | Clear !
.

e 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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®

@O0

"’|| Q 7_’);} :_g 7] KB | @ | View: Technicians - Table -

Email Caller ‘Schmid' {Schmld@mangusiﬁr com) %

#‘3““@#‘&””@@#‘3#«

Reply Caller 'Schmid' (Schmid @mangostar. com) with a FAQ
Reply Caller 'Schmid' (Schmid @mangostar.com) with a KB
Call Schmid (Jandline : 54346001)

Call Schmid (mobile : 7122399999)

SMS Schimid (mobile @ 7122399999)

Email Technician 'Adam Smith' (adam.smith@someXYZcompany.com)
Call Adam Smith (andline : 3058303)

Call Adam Smith (mobile : 6543454647

SMS Adam Smith (mobile : 6543454647)

Forward...

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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View @ [Date Closed - Table] = |_! ”
Asset Field2 - Table

Aszzet Mame - Table

Caller Email - Table

Caller Mame - Table

Case Mumber

Cases cosed today - Table (Filtered)

Created By - Table

Date Closed - Calendar

Date Closed - Table

Date Closed - Timeline

Date Created - Calendar

Date Created - Table

Date Created - Timeline

Date Due - Calendar

Date Due - Table

Date Due - Timeline

Date Range - Calendar (Created Date - Closed Date)
Date Range - Calendar {Created Date - Due Date)
Date Range - Calendar (Due Date - Date Closed)
Date Range - Timeline (Date Created - Date Closed)
Date Range - Timeline (Date Created - Due Date)
Date Range - Timeline (Due Date - Date Closed)
Department - Table (all Cases)

Importance - Table

Origin - Table

Problem Category - Table

Problem Type - Table

Status - Table

Technidans - Table

TimeSpent - Table

g e ERERR R R R R R R R RO

Messages

@ 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 and includes helpdesk (user - defined) fields which otherwise can only be seen in the Team
Helpdesk case Outlook form.
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£735: Info — Asset Info NS
Case #: |317 | Origin: | Appointment Name: [|ab1 System 14
Created by: | Adrien Silva Field 2: | Computers
Last Modified: |Mon 1/1/1601 12:00 AM Field 31 |windows XP Professional
Due Date: | Tue 1/13/2009 11:30 AM Field 4 |192168.1.7
Caller Email: | Bennett@mangostar.com Field 5 | Compag
Caller Mame: |Bennett Comment: | This problem needs to be |
Phone: 2444 studied carefully. From the 1
) = intial looks of it, the issue does
Mobile: (7127371174 not appear to be that serious, |
Company: | Angel Heart Hospital
— Custom Fields
Address: 113 D, Jimmy Ray 5t. NY 3456
Field 1: | #4545
Department | stydents Field 2 | yew York
Problem Category: | Notebooks Field3: [usa
Problem Type: | pMacBook Field 4 |1BM Corporation
Status: | Awaiting =
Technicians: | adrien Silva 8
Time Spent:
P a 's'-\_/f wiww, assistmyteam.net

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

[ Flizis Uiz . |

M) EL =g i) 2) P A | | Fsaie i i | |fEESIRE | =) |

resolved case, the case first needs to be re - opened.
LEEE S UmMany
Supportcalls Case & Connected RESOIVEd [386] Troubleshooting the MacBook Air Su
386 ) ﬂl‘-‘e—{)nen | Iﬁ Publish | | [ hkir Syl | Edit Solutinn Ineert FAD | @Ins&rt e |
I"
Case | Time Spent | Email History | Notes | Assety” My Fields | Log | Other cases from this caller |
SR P S My MacBook won't accept any disk,
e ~
D7 386 +*" Re-Open the current ™\ CD or DVD. Please help?
— :
Created on . ., resolved case AMmangostar.it vI F
© - [Sat11/29/2008 12:15 P —— 'l Resolution:
Medified 1~ 2J2/2008 10:33PM TEME |Fenech [ ] I you are experiencing issues with using
PO Phone [54345545 ' MacBook Air SuperDrive, such as the dist
SE20E | 65 days . being acceptad, try the following staps tc
Authior [Thomas Taylor 7122566566 | LY . resolve the issue:
origin - Ord. |psFF Gyms e “=~yye the SuperDrive is Ic
o Address [oa o : 777" Any editing/changes to a  ““yface with the silve
[— V4, Yemen Road, Police Cantt. Tex? resolved case requires that Yd
: Notebooks hi L the case be re-opened for 3
Type | ] . >, editing and escalation d
MacBaok Pro Dept. | Marketing e _,a"
SIS processing b Assign Technician(s) S
Importance | Low - . Thomas Taylor ‘ '
Due Date |Sun 11/30/2008 12:15 PM | & LY ’ :
. =
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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.

23 SUF'F'?r”:a”S When due dates are assigned or changed in support cases,
g E:tow appointments are added or updated in these calendars. The purpose of
[ Ongoing Cases these calendars is to allow helpdesk managers or other technicians to
[ Resolved Cases lookup these calendars for a suitable schedule such that the
= Sm:dL‘IESB n assignment of due date take into the consideration other assignments
aron oel
7 Abel Conie which may already existed for that particular technician. This will help
] Abu Hakim prevent due date clashes and increase efficiency of the helpdesk staffs.
4] Adam Smith
ﬁ Adrien Silva
ﬁ Albert Souza
ﬁ Alexander Buck
% Alfred Cary

L sl - | LoCTars

Statu iti
S | Awaiting ~ Aszsign Technician(s)

Importance | Mormal - P John Nash
Due Date |Fri 11/14/2008 5:15PM | ﬁﬁ‘

Due Date

Select a due date Check Avaliability for John Nash(2)
Sunday, December 14, 2008

| December2008 _*| [ipm

[» | |n

Due Date for case #1981 : [1981] Apple Portables: How to disconnect the MagSafe

Zpm

1 2 3 4 5 6 7
8 9 10 11 12 13 ¢ [3Pm
15 16 17 18 19 20 21

23

2 24 25 26 27 23 |4pm
29 30 31
T Today: 12/14/2008 5 pm
|5-_MAM j 6 pm
Due Date for case #1973 : [1973] Troubleshooting the MacBook Air SuperDrive
"il @ 7 pm
0K Cancel
8 pm

Click at any available time from the
calendar to the right to select the 9 pm
due date.

10 pm

|4

™ Schedule Calendar * Mailbox Calendar

"5elect Calendar to browse
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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.

(1 Settings Search Settings
B ¢ [ @ subject Received Size | Cal

= Date: Friday
";*J Userssetting Fri 25-06-2010 12:05 P 1KE
?‘] DESettings Fri 25-06-2010 12:05 PM 3KB
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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.
























































































































































































































































































































































































































































































































































































































































































































