
Welcome to TeamKB for Outlook!  

 

TeamKB for Outlook  is an enterprise -grade knowledge base, allowing you and your 

team to share information, reduce customer support, improve staff productivity and 

eliminate time wasted searching for information across dispa rate systems such as 

shared folders and paper documents, all inside Outlook.  
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Why do you need a knowledge base?  

You and your team frequently find yourself solving the sa me issue over and over. Your end -users send 

you emails on similar issues repeatedly. You wish you could share your knowledge with team members so 

that everyone has the same understanding and are communicating the same message when asked about 

specific issu es! Yes, a knowledge management system is what you need, where all the best practices of 

your businesses, operations and assets are documented, and are accessible at the enterprise level to all 
members of your team.  

Other factors that demand for a knowledg e management system for your organization:  

 Rising rate of innovation  and increasing competition  in marketplaces  

 To replace informal knowledge  with format methods, especially, when the organization is under -

staffed  

 Competitive pressures reduce the s ize of workers that holds valuable business knowledge.  

 To help new workers to experience and acquire knowledge  in the shortest time.  

 Early retirements and increasing mobility of the work force lead to loss of knowledge.  

 Need to manage increasin g complexity  as business operations become globalized.  

 Changes in strategic direction may result in the loss of knowledge in a specific area.  

 Retaining knowledge when employees leave or change positions  

As most of our work is information based, it is imperative that organizations maintain  a structured library 

of information and solutions, such that, the knowledge system provides access to right information, at the 

right time, to the right workers in need. In brief, knowledge and information have bec ome the medium in 

which business problems occur. As a result, managing knowledge represents the primary opportunity for 

achieving substantial savings , significant improvements  in human performance, and competitive 
advantage .  

More...  

 What is TeamKB?  

 How does it work?  

 Major Features  

 Benefits  

 Requirements  

 



What is TeamKB?  

TeamKB for Outlook is an enterprise -grade knowledge bas e, allowing you and your team to share 

information, reduce customer support, improve staff productivity and eliminate time wasted searching for 
information across disparate systems such as shared folders and paper documents, all inside Outlook.  

 

As your s upport team all use Microsoft Outlook, every day, all the time, to attend to emails from end -

users, Outlook needs to do more then just acting as a simple email - client! TeamKB extends your Outlook 

to provide better interaction between you and your knowledge  base, transforming it into an information -

based, interaction -driven and easy to use collaboration tool. With such functionalities in Outlook, your 

team can document best practices and solutions to common problems and reply to time -consuming and 

repeated q ueries from your users in a click, thereby, reducing service response time, enabling effective 
collaboration and overall productivity for your team.  



How does it work ?  

TeamKB for Outlook  is installed as a COM - addin for Microsoft Outlook 2003/2007, and uses  an 

Exchange resource such as a public folder or a shared mailbox, for storing knowledge base articles and for 

enabling collaboration throughout the organization. TeamKB makes working on knowledge base articles 

very easy by seamlessly integrating the proce ss of submitting, assigning, reviewing and approval all inside 

your much used Microsoft Outlook!  

Staffs with TeamKB installed, can submit new articles, review and approve/reject new pending articles 

assigned to the staff, or can make administrative changes  in the settings. They can also browse and select 

an existing article and insert it into an email.    The following flowchart summarizes the overall 
functionalities and scope of TeamKB within your organization:  

 

1. Administrator configures settings  

Define Access Control, Authors list, drop -down lists such as problems, Email Templates for automatic 

notifications, Web Access  

2. Staff submits new KB article  

Your organization staff creates a KB article (either as new, or from an existing email) and when it is 

posted, TeamKB checks if the staff (author) has admin -access. If yes, the article will be published outright 

in the TeamKB 'Published Articles' folder, and an automatic notification will be send to all staffs on the 

availability of a new article. If no, Tea mKB will assign the editor, who is responsible for the selected 

problem, to the article and will be posted under the 'Pending Articles' folder. An automatic notification of 
new assignment will be sent to the editor.  

3. Editor reviews the pending article  

Once the notification is received, the concerned editor starts reviewing the pending article. If necessary, 

required changes are made, and then approved. Once approved, the article is allocated a unique KB 

number, and is published under the 'Published Articl es' folder, and is available for use. If rejected, the 

article will be removed  from  the system. Either ways, notification email will be sent to the author, 

informing on the status of the article. When published, all staffs are automatically informed on the  
availability of a new article.  

4. End - user emails you for support  

An end -user sends a support email regarding an issue that your support team are already aware of. With 

TeamKB, what all the support staff has to do, is to just click the 'reply with a KB' b utton available in the 



Outlook toolbar, and the select an appropriate article from a dialog box, that has all the knowledge base 

articles arranged in category/type hierarchy tree. You can then either, insert the article content (along 

with the attachments and embedded images) directly into the reply email, or, even better, insert the 
select article as a PDF/XPS/DOC document attachment to the email. All these in two clicks!  

Each published article in TeamKB is uniquely identified by a number. Outlook views ar e used to arrange 

these KB articles in the way, you want it. For example, the above view groups the articles in multi - tiered 
categories and their corresponding types such that it is easy to find the right article under a problem type.  

 

  

 



 

As a knowledg e base administrator, you can create a list of 

authors, who would be allowed to post new articles. To ease 

creation of authors list, you can import users directly from Active 

Directory. Optionally, you can specify if each author can have 

access to TeamKB a dministrative settings as well as post new 

article and publish it without needing proper approval from the 

editor.  

    

 

The administrator would also define the problems list, which is 

nothing, but a multi - tiered arrangement of categories and types. 

Each category can have a list of types. Each type can have a 

default editor assigned. When a new article is posted by an author 

with non -admin access, it would be put in the pending list and 

depending on the problem selected, TeamKB would assign a 

default edit or, who will review the pending article and will decide if 

to approve or reject. If it is approved, it is published with a unique 

KB number. Email notifications are then sent out automatically to 

the concerned author o the status of the article.  

 

 



Major  Features  

 100% Microsoft® Office Outlook 1 integration.  

 Use an Exchange shared mailbox  or a public folder .  

 No database requirement -  KB articles are stored in your exchange server (supports hosted exchange 

server too)  

 No file server requirement  -  Only a simple client install  

 Centralize  sharing of knowledge and documents  

 Find information  easily -  Keywords and advanced search options in Outlook folder views  

 Multi - tier problem category -problem types  

 Custom define the fields you wish to t rack within the knowledge base  

  Workflows  for easy content approval and publishing  

 Provide customizable email alerts  so that all your team members are alerted as new KB articles are 

posted  

 Use the same exchange folder permissions to grant/deny acc ess to the KB articles  

 Use the in -built access control mechanism  in TeamKB to complement the exchange permissions for 

enhanced control  

 Publish KB  articles to your website for providing first level support to your end -users ( Try a demo of 

Web KB )  

 Content formatting  with built - in Word editor, embed images and any number of file attachments  

 Email KB article as DOC, MHT, PDF or XPS document in single click!  

 Supports export of   KB articles to the following document formats:  

-  Adobe Portable  document (.pdf 2)  

-  XML Paper Specification  document (.xps 2)  

-  Microsoft® Word document (.doc)  

-  Web -archive single page (.mht)  

-  Filtered webpage (.htm)  

 
1 Outlook® 2007  
2 Requires the 'Save  PDF and XPS' add -on installed for Microsoft® Office 2007  

 

http://www.assistmyteam.net/TeamKB/WebKB/
http://www.assistmyteam.net/TeamKB/WebKB/
http://www.assistmyteam.net/TeamKB/WebKB/


So what are the benefits?  

 Improved customer support  

By having a repository of knowledge, your team can more quickly respond to customer questions and 

issues. By providing consistent answers to questions and issues, your customer is always assured of 

the right answer and consistent communications.  

  

 Reduced costs  

As TeamKB leverages your existing Exchange and Outlook resources, there is no extra 

hardware/software cost that you will have to inc ur in implementing an enterprise -wide knowledge base 

for your team. As your team members are already familiar with Outlook, there is no requirement for 

any elaborate training, further lowering the cost. As you have network and Exchange administrators in 

place, you don't require dedicated personnel for maintenance. And the bigger advantage, in long - term, 

is the reduced number of inbound customer support questions, which will reduce the amount of time it 

takes to respond to support issues. This can reduce the  number of support engineers needed, thereby 

reducing costs to your support desk at the long run.  

  

 Extending the Knowledge Base to your Customers  

To maximize the use of your knowledge base, TeamKB knowledge base articles can be published to 

your compan y website (hosted under IIS) to allow your customers to search your knowledge base 

before calling in with questions. This can eliminate unnecessary phone calls and allows your clients to 

quickly get answers to questions. When any of the existing knowledge base articles are changed  or 

new ones added, TeamKB can be set to automatically update the website such that the changes or the 

new articles are updated/published at the same time, thus keeping the information in both the servers 

-  Exchange and the IIS, cu rrent and synchronized, on demand.  

  

 Utilizes Existing IT skills with minimal need for re - training  

As TeamKB is based within the familiar Microsoft Outlook interface, it is easier to learn, ensuring a 

higher adoption rate and easier integration into you r support structure. It also allows your staff 

members to quickly adapt and start using the system immediately with little or no training 

requirement.  

  

 Flexible Workflow Rules  

In certain cases, knowledge base articles that have been added or changed re quire multiple people in 

various departments to approve the new or changed article. The TeamKB provides a flexible method 

for automating and keeping track of these approval tasks. By creating workflow rules on a per -

category/type basis, content editors can  receive email notifications when an article is added and/or 

changed. Approval/disapproval emails can be sent automatically to content authors/contributors 

informing them on the status of their knowledge item. The benefit is improved quality and sharing of  

knowledge base articles.  

  

 Create custom variables and assign them to articles as required  

Custom fields are user -defined variables that can be assigned to articles. Custom fields can be 

searched and provide additional depth and filter options to artic les in your knowledge base. Many 

times, articles require more than simply content. Using custom fields, you can totally customize 

TeamKB to your organizations specific needs and provides an additional level of filtration to users of 

your knowledge base.  

  

 Fast, Accurate Search Results  

Search through thousands of articles using powerful full - text search capabilities. All searches in your 

knowledge base run on Outlook's full - text search capability, which provides extremely fast and 

incredibly accurate sear ch results. Each article in a search result is ranked based on its relevance, and 

results are sortable based on ID, title, author, contributor, editor and date. TeamKB scales extremely 

well. More experienced users will find TeamKB's advanced search options  appealing. You can restrict 

searches based on values of drop -down fields such as problem category - type, custom fields, author, 

and editor , created and modified dates.  

  

 Complete control over user access  

You have precise control over how users interact with your knowledge base, depending on the 

Exchange folder rights they have. It's easy to switch usersô permissions -  simply change the exchange 

folder permission for that user or group.  

  

 Fast reply to emails  

Embed knowledge base article as PDF, XPS, DOC or MHT documents in email reply with just a click of a 

button.  
 



Requirements  

TeamKB is available right inside your Outlook  unlike any other stand alone application and web based 

knowledge base software. It can be easily deployed through an instal ler  across the entire organization. 

The following highlights some of the main pre - requisite for running TeamKB for Outlook  

Client - Side System Requirements  

For staffs who would be accessing and working on the Knowledge base Outlook folders  

  

Windows Vers ion    Windows Vista  and Windows XP .  

  

Outlook Version  

  

Outlook 2007  and Outlook 2003  (SP2 or above). TeamKB system 

operates directly inside the Microsoft Outlook (using Microsoft's "COM 

add - in" technology). Outlook Express is not supported.  

  

  

Serv er - Side System Requirements  

For KB administrators/managers who would install and configure TeamKB system  

  

MS Exchange Server  

  

All version of Microsoft Exchange Server (including Exchange running in 

a hosted environment)  

 

TeamKB system does not install any software on your Microsoft 

Exchange server and therefore 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 conc ern for TeamKB product support.  

  

IIS web server (Optional)  

  

All version of IIS starting version 5, 6 and 7.  

(only applicable to professional edition that supports the Web 

Knowledge base site)  

  

ASP.NET 2.0 or above 

(Optional)  

  

The windows server ho sting the IIS should have .NET 2.0 or higher to 

enable ASP.NET. Additionally, under the ASP tab in IIS manager, 

ASP.NET 2.0 should be active. Download .NET 2.0 Framework  

(only applicable to professional edition that supports the Web 

Knowledge base site)  

  

ASP.NET AJAX 1.0 (Optional)  

  

This is not required on the windows server hosting the IIS ASP.NET 3.5 

is installed. Ot herwise, it needs to be installed. Download ASP.NET AJAX 

1.0  

(only applicable to professional edition that supports the  TWA and CWS 

sites)  

  

Maintenance Requirements  

As knowledge base articles are stored in Exchange public folders or mailboxes;  TeamKB for Outlook 

leverages your existing procedures for archiving, backing -up and security settings in Outlook. Hence, no 

new maintenance processes, synchronization or backup/archiving functions are necessary at all!  

  

 

http://www.microsoft.com/downloads/details.aspx?familyid=0856eacb-4362-4b0d-8edd-aab15c5e04f5&displaylang=en
http://www.microsoft.com/downloads/details.aspx?FamilyID=ca9d90fa-e8c9-42e3-aa19-08e2c027f5d6&displaylang=en
http://www.microsoft.com/downloads/details.aspx?FamilyID=ca9d90fa-e8c9-42e3-aa19-08e2c027f5d6&displaylang=en
http://www.microsoft.com/downloads/details.aspx?FamilyID=ca9d90fa-e8c9-42e3-aa19-08e2c027f5d6&displaylang=en


Installations  

Run the Setup.exe  

To start the installation process, you would need to run the downloaded setup.exe. In the first screen of 

the installation dial og, you would see the Outlook version requirements. Please make sure that you have 
Outlook 2003 or later to continue with the installation.  

 
 

Optional 'server pack' install  

The main portion of the client tools is a simple Outlook add - in, which will be install by default. But if you 

are an administrator/KB manager and have not configured an Exchange public folder or mailbox yet to be 
used with TeamKB, you should also install the o ptional 'Server pack'.  

More...  

 Client installation with Server Pack  
 Simple client installation  

 



Client installation with server pack  

 

The Server pack installation consists of both client and server too ls and has to be performed by the KB 

administrator/manager before the client tool is installed on every staff's system. This is because, with the 

TeamKB server tools, the manager is required to configure an Exchange folder (either a shared mailbox or 

a pub lic folder) to be used for TeamKB articles.  
  

Installation Steps:  

 

Step 1.  Run the setup.exe to start the installation. Click Next to Continue. If Outlook 2003 (SP2 or above) 

or later is not installed, the setup wizard will not be able to proceed. Please a lso 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 'Installation Option' dialog, select the optional feature Install 'Server Pack' and click Next.  

 



 

 

Step 3 . 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).  

 

 

-  The application will be installed for all users of the system i.e., every user in that part icular 

system will be able to use the installed application. This requires a local administrative rights on the part 

of the current user. Also, note that, the application will be installed under the Program Files folder by 

default. ( eg. C: \ Program Files \ AssistMyTeam \ TeamKB for Outlook ).  

 

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

application will be installed under the user's application data subfolder by default ( eg. C: \ Documents and 

Settings \ Username \ Application Data \ AssistMyTeam \ TeamKB for Outlook ). To use the application by 

another user on the same system, the user needs to again install the application on their own application 

data subfolder and will be available for that user only.  

 

 

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.  



 

 

Step 5.  Once you have verified the previous steps, click Next to continue the file s extraction. It may 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 (res tart if it was already running during the files installation). A folders Installation 

Wizard dialog (as seen below) enables you to customize the name of the parent TeamKB folder that will be 

created. By default, it has a title of 'TeamKB'.  

 

 

 

 

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

TeamKB root folder would be created. If Microsoft Outlook is not already opened, it would be started 

automatically.  

 



 
 

The tool would then copy TeamKB subfolders , forms & designs, views etc. from the TeamKB PST template 

file (TeamKBPST.pst).  

 

It would look like the followings layout:  

 

 

 
TeamKB Folders Permission  

 

Now that you have installed -  TeamKB files into your system and TeamKB folders into your public fold er or 

mailbox, you as a KB manager, would need to configure the permission level of each TeamKB folder, 

namely, the ' Pending Articles ', ' Published Articles ' 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 your team. Without a proper permission structure defined, authors/edito rs 

accessing the TeamKB folders would not be able to perform most of the tasks such as creating submitting 

new articles, approving pending articles, reviewing changes etc.  

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

Folder  Permission  

Pending Articles  

At least ' Author ' permission to all members of your team  

At least ' Editor ' or above permission for those team members 

(Editors) who would review and approve/reject pending articles  

Published Articles  

At least ' Author ' p ermission to all members of your team  

At least ' Editor ' or above permission to team members (Editors) 

who would review existing articles  

Settings  

At least ' Reviewer ' permission to all members of your team  

At least ' Editor ' or above permission to team memb ers (Editors) 

who would approve new posted articles.  

We recommend that a users group consisting of all of your team be created such that KB manager 

(owner) can easily assign permission to the group as a whole, instead of undergoing multiple steps of 


