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Help manual for Personal Helpdesk for Outlook

| Personal Helpdesk System

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

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

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

/s our support team  overwhelmed by the support emails?

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

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

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

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

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

existing email infrastructure such as Microsoft Exchange?

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

to use with little or no training requirement.

But why in Microsoft Office Outloo  k?

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

external database, just to log in tickets?

The problems with helpdesks based on Outlook

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

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

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

The Solution - Extending your Outlook

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

getas an IT manager is high rate of user acceptance,

Introducing Personal Helpdesk for Outlook

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

comprehensive helpdesk system entirely

transforming it from

a simple email client to a

fully fledged service provider. Using

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

integrated seamlessly  within your Microsoft Outlook,

Microsoft Exchange

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

tools to log, collaborate, analyze and assist

communication supports

from e - mail, the ability

exchange of information to a ne

to

automated messaging and notification

in the resolution of h

elp desk issues. Various medium of

requiring no human inputs. Apart

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

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

management (CRM) processes in core help desk functionalities.

With inbuilt support for

advanced statistics and varied reporting options, support managers can

evaluate the performance o

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

browser for first level support. To sum up,

f the helpdesk and in

submit new support requests via a web form

- turn ensures timely decision making for improved

, login to caller web access

knowledg e base, all via a web

Personal Helpdesk improves your efficiency to enable faster

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

bottom line for your help des

k team is for your end

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

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

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

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

Caller contacts support team

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

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

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

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

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

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

Add to knowledge base

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

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

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

L LS

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

Use a local PST, public folder or a shared mailbox

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

Automatic notification  of emails and SMS to helpdesk events

Customize email and notification templates

L S L L G N

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

Notification Manager

Automatic Email N otifications

Convert appointments, tasks to support cases

User customizable e - mail/SMS templates

Asset Tracking and Management

Integrated Contact Manager

Integrated Archiving Tool

Short Message Service (SMS) via HTTP

Short Message Serv ice (SMS) via Skype

Phone Calls via Skype

Phone Calls via attached modem

Automatic SMS Alerts on help desk events

Inbuilt knowledge base

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

Integrated OLAP statistics and reporting tool

Reporting , Charting , and Data Analysis

30 Outlook views specialized for help desk

Search Outlook vi ews

CALALLALLLLLLALLLLLLLLLL el

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

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

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

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

Use a dedicated mailbox for all outgoing emails for all technicians

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

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

L L G O S SRS

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

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

L L S N

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

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

Printing support and customizable print template

Support custom fields

LS S L S SRS

Works without needing any change in Outlook security settings

Personal Helpdesk & Productivity is the mantra!

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

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

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

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

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

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

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

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

Benefits for your organisation:

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

CALLL LA L4

Benefits for your callers:

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

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

Check on the progress or status of the case via web

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

Case get resolved in a timely manner and hence customer satisfaction

Helps in building trust and loyalty in your brand

L4 Q4L s
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1.4 Requirements

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

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

For Personal Helpdesk for Outlook

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

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

« Microsoft NET Framework 2.0

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

(learn more.. ) from Personal Helpdesk .

For Personal Helpdesk Web Access website :

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

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

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

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

run it to install.

Step 1. Run the Personal Helpdesk Setup.exe to start the installation. Click Next to Continue. If Outlook

2003 (SP2 or above) or later is not installed, the setup wizard will not be able to proceed. Please also

ensure Outlook is shutdown (if already running or active in the task manager) as the set up has to install
an Outlook add - in.

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

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

Framewark 2.0 or above, If not

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

Outlook version installed:

Cutlook 2003 5P2, Qutlook 2007, COutlook
2010

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

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

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

Personal Helpdesk for Outlook - InstallShield Wizard

Installation Option

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

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

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

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

7 German () Morwegian (7) Spanish

[nztallS hield

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

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

Company Mame:
SME|

Install this application for:

@ Anyone who uses this computer (all users)

) Only for me (John Mash)

[niztallS hield

[ < Back ][ Mext = ][ Cancel

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

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

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

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

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

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

For exam ples:

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

On windows Vista/Win7
C:\ Users\ Username \ AppData \ Roaming \ AssistMyTeam \ Personal Helpdesk for Outlook .
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Step 4. Select the appropriate des tination folder where the application files will be installed. If you change
the default folder path, please make sure you have appropriate permission. (Note: by default, it will be
installed under your program files folder)

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

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

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

Destination Folder

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

[rztallS hield

| <Back | Mext> | | cancel |

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

Personal Helpdesk for Outlook - InstallShield Wizard

Setup is in progress

PersonalHelpdesk

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

The InstallShield Wizard is installing Personal Helpdesk for Qutiook

Writing system registry values

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

installation pr ocess in your system.

’"Pe'rsonal Helpdesk for Outlook - InstallShield Wizard

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

configuration which requires installing the
Personal Helpdesk folders.

This tool will be launched when you start
Qutlook.

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

-,

[ Personal Helpdesk
Please choose an option below to continue:

ick this button to create new "Personal

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

a( this button to use existing ‘Personal

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

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

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

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

Specify the Ongeing Cases subfolder B

Thank you for selecting Personal Helpdesk for

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

2

Auto Scan

Selected Path
WPersonal Folders'\SupportCalls PersonaliOngoing Cases

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

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

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

)

Personal Helpdesk for Outlock - Folders Installation Wizard @
Thank you for choosing Personal Helpdesk System

— i With this wizard, you can install Personal Helpdesk folders,

"“‘-———-"_,___Q___/./ views and forms to your Qutlook. This is usually done
i . gr . after the end of the installation.

Spedfy a title for the Personal Helpdesk Root Folder
Personal Helpdesk

Click Mext to pick an Outlook root folder to install the
Personal Helpdesk Folders.

PersonalHelpdesk

racking and ticketing with Outlook Mext ] ’ Cancel
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Step 9. Clicking 'Next' button would enable you to select an Outloo k parent folder where the specified
Personal Helpdesk root folder would be created. If Microsoft Outlook is not already opened, it would be
started automatically.

' Select Folder |
Folders:
=] (@' Personal Folders = i K, ]

3"
[d Chat Tra\‘\r{ipts

1

G5 Contacts © ™ £
% I\‘.-.-l-——m-..-,,-_‘_.
-

(&l Deleted Jee=t -
B Draﬂ-’*l Select the parent folder s,

I F ¢ under which the 'Personal ‘\I

= Helpde;‘k' folder will be }

Ej—‘q }“:\\‘ copied/aeated "
ohs -..,‘__._ - -

M Journal T

L@ Junk E-mail

= | Motes

[ Outbox ~

The tool would then copy  Personal Helpdesk subfolders, forms & designs, views etc. from th e Personal
Helpdesk PST template file ( Personal Helpdesk PST.pst). It would look like the followings layout:

= [ Personal Helpdesk
[ History
T3 KB
[ Ongaing Cases
[ Resolved Cases
[ Schedules

The screenshot below lists all the files that are installed on the system.
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%v| . v Computer » Sys (C] » Program Files (x86) » AssistMyTeam » Personal Helpdesk for Qutlook »

Organize = Include in library - Share with - Burn Mew folder

Mame . Date modified Type Size

Eﬁ ConfigureServerP 5T, exe 30-08-201003:56 ...  Application 452 KB
g CustomerWebService.zip 14-10-200910:04 ...  WinRAR ZIP archive 1,185 KE
i OLAPSenselite.exe 02-08-201001:56 ...  Application 235 KB
|%| PersonalHelpdesk.dll 30-08-201004:36 ...  Application extension 4,49 KE
E PersonalHelpdeskHelp. pdf 30-08-201006:18 ...  Adobe Acrobat Docum... 0,640 KE
|:_;:” PersonalHelpdeskProcess.exe 30-08-201004:27 ...  Application 1,756 KB
|%) RadarSeft.Commen.dIl 11-06-2009 05:13 ...  Application extension 1,254 KE
|%| Radarseft.CommonChart.dll 11-06-2009 0514 ...  Application extension 461 KB
|%| Radarsoft.WinForms.Desktop.dll 11-06-2009 0514 ...  Application extension 860 KB
|%| RadarSeft.WinForms.dll 11-06-2009 05:16 ...  Application extension 2118 KB
|#| RadarSoft.WinForms.Grid.dll 11-06-2009 0516 ...  Application extension 445 KB
|%| RadarSeftWinForms.GridChart.dll 11-06-2009 05:16 ...  Application extension 636 KB
E] SupportCase.ofs 30-08-2010 06:20 ...  OFSFile 41 KB
|=| SupportCasexml 05-04-2008 02:10 ... XML Document 1KE



Help manual for Personal Helpdesk for Outlook

2.Working with Personal Helpdesk Folders

= [ Personal Helpdesk
[ History
£3 kB
[ Ongoing Cases
[ Resolved Cases
3 Schedules

Once you have installed Personal Helpdesk , you will find that there are a
couple of subfolders in the main parent folder. Each folder serves a

specific purpose and the very name reflects the kind of items it holds.

You can of course; change the subfolder name to an  ything that you want
it to be and it would not break the working of the Personal Helpdesk
System.
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2.1 Personal Helpdesk Folders - History

History

The history subfolder holds all of the originating emails and subsequent replies from the caller. Wh enyou
open a support case, 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 includes a custom Personal 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 i1 Support Apple Portables: How to disconnect the MagS... Fri 12/1%/2008 1... SKEB

= Case #: 402 (2 items)

@ sent/Received: {none) (2 items)
402 (=1 Support  Troubleshooting the MacBook Air SuperDrive ... Fri 12/13/2008 8... 4KB
402 (=i Support  Troubleshooting the MacBook Air SuperDrive ... Fri 12/19/2008 8... 4KB

& case #: 403 (1item)
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2.2 Personal Helpdesk Folders - Knowledge Base (KB)

KB

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

with the Personal 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 shown 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 m essage class ' IPM.Post. AMTKnowledgeBase Personal '.

i A
tl [l |g|5u ect o |Problem Cat... |Problem = |'§? disconnect the Magsafe U
power adapter [ne]
= Problem Category: Notebooks (11 items, 4 unread) b" John Nash
-.-._....___,}{ 3 ) Conversation: Apple Portables: How to disconr
=] Problem Type: MacBook (4 items, 1 unread) Posted: Man 2,/2/2009 5:40 FM
| How to Use non-standard discs in optical dri... Notebooks MacBook Posted To: KB
|_=,ﬂ Howe to enable DVD or CD Sharing feature in MacBo... Motebooks MacBook W ad
|7  Apple Portables: How to disconnect the MagSafe p... Motebooks MacBook W How do I SafEl}' disconnect
[ MacBook: How to install memory Motebooks MacBook b 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 Resolution: @
How to install applications using the MacBo... MNotebooks HMacBook.. ™
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 adapter from your ﬁpp]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 fil e 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 easiert o find a particular article at time of needs.

@O0 ...

The Outlook preview pane (if enabled) displays a
selected knowledge base item.

preview of the description field of the

®

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

custom form (having the custom message class '

Personal Helpdesk KB
IPM.Post. AMTKnowledgeBase Personal’).

N

N
Author: | jonn Miller (1) | DateCreated: | Tny 1211172008 10:58 PM )
Category: | ;I@ T¥PE [ MacBook Air d@
—
EriEE ‘ How to enable DVD or CD Sharing feature in MacBook Air? ( 3 ) ‘
Solution Edit Solution Forward | Save & Exit I Exit | www.assistmyteam.com
' £ s} {9}
g o N

Requiring permission for access to my DVD drive

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

Figure Mac OS

Figure Windows
75, OVD or €D Sharing

#Enable DVD or CD Sharing

e CD drtves remately.

@
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2.3 Personal 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 Personal
Helpdesk folder. Any new c ase, 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 (me ssage class
'IPM.Post.AMTSupportCase Personal ‘) is embedded to this folder and by default; any posting to this

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

numbering to around 30 or more.

Ongoing Cases

Case # [t/ [ @|Subject acBook Air SuperDrive

@ Technidans: Adam Smith (3 items) & John Nash
340 7 [340] Troubleshooting the MacB... Music Players Sat 11/... Schmid W Conversation: [340] Troubleshooting the MacBc
330 7 [330] How to Use non-standard ... Applications Sat 1/1... White w P':'Stej’ Mon 2/2{2005 5:51 PM
r Posted To: Q ing C.
328 ¥ lz} [328] Mac OS5 X 10.5: Can recei... Accessories Maon 12/... Schwarz i oeten T nooing fases u
B A
- i i i = My MacBook won't accept any
[z Technicians: Adrien Silva (3 items, 1 unread) @ isk. both CD or DVD. Please
323 ¥ H} [323] The drive doesn't accept a... Applications Mon 11/... Van Dijk W help?
341 ﬂ-_Lg} [341] How to install applications ... Motebooks Wed 11... Jacobs i @
- Resolution:

317 _lz} [317] iPod won't turn on! Notebooks Tue 1/.. Bennett

I you are experiencing issues with
using your MacBook Air SuperDrive,
such as the disk not being accepted,
try the following steps to resolve the
issue. B |
1. Make sure the SuperDrive
is laving flat on a surface
with the silver top facing

upward,

[=] Technicians: Alexander Buck (1 item, 1 unread)
312 ﬂ.lﬂ} [312] Useful keyboard and t... Notebooks Thu 11... Kovacs W

[zl Technicians: Alfred Cary (3 items, 1 unread)

315 _L,:} [315] How to setup AirPort ... Accessories Sun 12... Martin W
331 _lz} [331] How to setup AirPort Base... Applications Thu 1/2... Schmid i
318 _L,:} [313] MacBook Pro: How to inst... Motebooks Mon 1/1... Schuster

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

effectively applied to the Outlook folder view (by means of Outlook filtering) which would result in
only displaying those support cases that meet the searched criteria. Click the 'Clear' button to clear
the search in the folder view (and revert back to the selected view effectively).

@ Show/toggle the advanced search options - Apart from the free text search by keywords, Personal
Helpdesk also implements an advanced search and reporting options with an array of filters
available to extract o nly the required support cases quickly within the folder view itself.

! Advanced Search | Created on = | Date : i Pick | Keywords (optional): | Search Mow | Clear !
S

e Quick contact menu lists all the possible shortcuts to comm unicate 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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Quick Actions.. = || | ] v2 & eSS | FAxB | @ | View: Technicians - Table -

Email Caller 'Schmid' {Schmid@mangostar. com) %

& o o @ & o ar @) & 4|8

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

Call Schimid (mobile : 7122339939)

SMS Schmid {mobile @ 7122339999)

Email Technician ‘Adam Smith' (adam.smith@someXYZcompany.com)
Call Adam Smith (Jandline ; 3058303)

Call Adam Smith {mobile : 6543454647)

SMS Adam Smith {mobile @ 6543454547)

Forward...

Create a new empty support request case
Mark the selected cases as resolved (closed). Cases marke d 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 wh  ich most technicians

POO0OOO6

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.



Help manual for Personal Helpdesk for Outlook

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

Asset Mame - Table

Caller Email - Table

Caller Mame - Table

Caller Summary - Card

Case Mumber

Cases warked 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

Cirigin - Table

Problem Categary - Table

Problem Type - Table

Status - Table

Technicians - Table

TimeSpent - Table

g2y

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 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  Personal 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 Personal
Helpdesk case Outlook form.
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“735¢ Info — Asset Info T m——g
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 3: | windows XP Professional
Due Date: |Tue 1/13/2009 11:30 AM Field4: |1921658.1.7
Caller Email: | Bennett@mangostar.com Field 50 | Compag
Caller Mame: | Bennett Comment: |This problem needs to be |
Phaone: studied carefully. From the 1
. 24233444 intial looks of it, the issue does
Mobile: | 71223721124 not appear to be that serious, ¥/
Company: | Angel Heart Hospital
— Custom Fields
Address: |118 D, Jimmy Ray 5t. NY 3456
Field 1: | #4545
Department | stydents Field & | New York
Problem Category: | Motebooks Field3: |ysa
Problem Type: | pMacBook Field 4: | [gM Corporation
Status: Awaiting . -
Technicians: | adrien Silva Z;\x‘
Time Spent: 'I
pent |21 ‘\\_// wnanw, assistmyteam.net

When you open an existing support case item, Outlook will display it with the Personal Helpdesk case
custom form (having the custom message class' IPM.Post. AMTSupportCase Personal' for ongoing case and
'IPM.Post. AMTSupportCase Personal.Closed ' for resolved case ). The support case form in Outlook does not
contain script behind, rather the help desk logics are tied to wi th the Personal Helpdesk add - in dynamically.
This arrangement allows for technicians to view the case details in the preview pane (without having to open

the form). It also introduces added security to the already vulnerable Outlook platform.
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Case Summary

Support Request # Comnected Ongoing.. (41 using the trackpad of my new MacBook Air!

4 i sobion |
Case | Time Spent | Email History | Notes | Assets | My Fields | L Other cases from this caller
| ' ol ok e e | | ' How do I use the trackpad of
my new MacBook Air? Please
help?

Resolution:

To forward delete, hold down the Function (fr)
key while you press the Delete key.

Information catering to the support cases, caller, technicians, problems, work done, assets etc are all laid

out in sections in a modular way to allow for easy navigation and reach. Contact fields such as ema il, phone
or mobile numbers are accompanied by relevant buttons for quick communication. Fields such as problem

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

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

Resolved Cases
This is pretty much similar to the 'Ongoing Cases' folder in term of structure, custom form and contents.
The difference is the messa ge 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 available in read - only mode. To work on a resolved
case, it would first have to be re - opened (which will then move the case t o the 'Ongoing Cases' folder).
The default custom formis - 'IPM.Post. AMTSupportCase Personal .Closed . Most of the Personal Helpdesk

Outlook views in this folder are similar to the 'Ongoing Cases' folder except for some specific views that
are particular fo r resolved cases.

Resolved Cases o
Case # | [ |Subject

|Techn|::|ans

" John Nash
Conversation: [336] Troubleshooting the MacBook

2 Case Closed: Monday, December 01, 2008 (3 items, 3 unread)
366 _lz} [366] iPhone: Making and Receiving a ... Hill Richard Branson 2

386 3 [386] Troubleshooting the MacBook Ai... Fenech  Thomas Taylor 5 Posted: Maon 2/2/2009 10:33 PM
378 |} [378] iPhone: Making and Receiving a ... Haas  Barclay Basil 6 PostedTo:  Resolved Cases
. , My MacBook won't accept any disk,
Case Closed: Monday, December 08, 2008 (1 item, 1 unread) @ both CD or DVD. Please help?
[=] case Closed: Monday, December 29, 2008 (2 items, 2 unread) = Resolution:
356 |_# [356] How to use Remote Disc to shar.. Marek Raymond Wong 17 I you are experiencing issues wi ng

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

1. Male sure the SuperDrive is
layving flat on a surface with the

354 _Lg} [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 appl ied to the Outlook folder view (by means of Outlook filtering) which would result in
only displaying those support cases that meet the searched criteria. Click the 'Clear' button to

clear the search in the folder view (and revert back to the selected view effectively).
e Show/toggle the advanced search options - Apart from the free text search by keywords, Personal
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 = [ 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.) 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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Quick Actions.. "|| L v wk oo | F1kB | @ | Wiew: Technidans - Table -

Email Caller 'Schmid' (Schmid @mangostar. com) V\l\s

& o ar @) £ o ar &) £ 408

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 : 71223399939)

SMS Schimid (mobile : 7122399999)

Email Technician ‘Adam Smith' (adam.smith @someXYZoompany. com)
Call Adam Smith (andline : 3053303)

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 tha n a certain (user - selected) date.. This is an important maintenance

®

step that would improve the efficiency of the Personal Helpdesk System (as well as for Exchange
storage).

Re- open the selecte d resolved cases by marking the items as 'Ongoing’. Re - Open cases are then
moved to the 'Ongoing Cases' folder.

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

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

Create knowledge base items  out o f the selected cases.

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

The 'Resolved Cases' s pecific 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.

CJCYOXOYOXC
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View ; [Date Closed - Table] ~ I_H ”
Asszet Field? - Table

Asset Mame - Table

Caller Email - Table

Caller Mame - Table

Case Mumber

Cases dosed 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)

Impaortance - Table

Origin - Table

Problem Category - Table

Problem Type - Table

Status - Table

Technicians - Table

TimeSpent - Table

g gz et

Messages

@ The folder view listing all support cases group ed and sorted as per the current selected view (
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 previ ew pane.

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

Outlook 2007, it also displays a Personal 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
Personal Helpdesk case Outlook form.

eg.
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“735e Info — Asset Info it EEE A
Case# |317 | origin: | Appointment Name: |Lab1 System 14
Created by: | Adrien Silva Field 2 | computers
Last Modified: | Mon 1/1/1601 12:00 AM Field3: | windows XP Professional
Due Date: | Tue 1/13/2009 11:30 AM Field4: 19716817
Caller Email; | Bennett@mangostar.com Field 5! | Compag
Caller Mame: | Bennett Comment: | This problem needs to be A
Phaone: 2444 studied carefully. From the |
) 423 intial looks of it, the issue does
Mobile: (7137371124 not appear to be that serious. ¥
Company: | angel Heart Hospital
— Custom Fields
Address: |118 D, Jimmy Ray 5t. MY 3456 i
Field 11 |z4545
Department: | stydents Field 2. | yew vork
Problem Category: | Motebooks Field3: [usa
Problem Type: | placBook Field 4 |1BM Corporation
status: | awaiting -
Technicians: | adrien Silva
Ti 5 t
ime Spent: | 729 \_/)‘ wwnw,assistmyteam.net

When you open an existing support case item, Outlook will
custom form (having the custom message class '

ongoing case, a resolved case when loaded in a form is available as read

editing/changes to  a resolved case, the case first needs to be re

SupportCalls Case

i
Case | Time Spent | Emai History | Notes | Assety” My Fields
o

I

Created on

Modified

Category.

Type
Status

Importance

Due Date

386

-

& Connected

Jﬂlb-{)nen

Resolved

| £ Publish |. I.'IarkCurnuIstel

display it with the

- opened.

Lgse Summary.
[386] Troubleshooting the MacBook Air Su

Eelii Soluii) | Ins&rtFAt]l Pz il |

—_———

Re-Open the current S

| Log | Other cases from this caller |
—

My MacBook won't accept any disk,
CD or DVD. Please help?

386 #
| .
— resolved case tar.it |
Sat 11/29/2008 12:15PM e » oAnengestar j' A" Resolution:
Mon 2/2/2003 10:33 PM ~TTfERE | Fenech [ ) F you are experfencing issues with using
- : Phone [54345546 [N MacBook Air SuperDrive, such as the dis!
65 days Mobie 1o being accepted, try the following steps tc
e 7122566666 | (W[ _ resolve the issue:
0. [psrr Gyms e -y the SuperDrive is Ic
Email <" Any editing/changestoa ™ i i
R - r y a g “yface with the silve
£ V4, Yemen Road, Police Cantt. Tex?- resolved case requires that Y.
Notebooks A L the case be re-opened for o
s, o : d
) editing and escalation
MacBock Pro i DERE: [Marketing Ses g e
: - "
Processing b Assign Technician(s) ~
Laow - . Thomas Taylor ‘ ‘
|SL|n 11/30/2008 12:15PM | :|& Ah
Bl sk Uzt |

L I EnRHE | | Fzai i i | Bl i I = |

B3 i |

Personal Helpdesk case
IPM.Post. AMTSupportCase Personal.Closed '). Unlike an
- only i.e., to make any
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2.5 Personal Helpdesk Folders - Schedules

Schedules

This is an optional folder that Personal Helpdesk will use if you decide to mai ntain the due date schedule
for c ases. The idea is to enable you to check for your availability for a particular time slot before a due

date can be assigned to finish the case. A calendar (hav ing the same name as that of your name ) within

this folder will  be maintained 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

= [3 SupportCalls When due dates are assigned or changed in support cases,
[ Histary
[JKB
[ Ongoing Cases these calendars is to allow  you to lookup these calendars for a suitable
[ Resolved Cases schedule such that th e assignment of due date take into the
= Schedules
Aaron Beit . _
24 Abel Conie help prevent due date clashes and increase your helpdesk efficiency .
:ﬁ Abu Hakim
:ﬁ Adam Smith
:ﬁ Adrien Silva
:ﬁ Albert Souza
:ﬁ Alexander Buck

% Alfred Cary

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

consideration other assignm  ents which may already existed . This will

L — = |uocors
Statu s
¥ | Awaiting - Assign Technician(s)
Importance | Mormal - it John Mash
Due Date |Fri 11/14/2008 6:15 PM ‘ &|
Due Date
Select a due date Check Avaliability for JohnNash(2)

Sunday, December 14, 2008

| Decemberzoog | [ipm

[ o || n

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

2 pm

12 3 4 5 & 7

8 9 10 11 12 13 g5y |3Pm

15 16 17 18 18 20 21
23

22 24 25 25 27 23 |4pm
29 30 31
T aToday: 12/14/2008 Spm
|5-_’:mmnn j 6 pm
Due Date for case #1973 : [1973] Troubleshooting the MacBook Air SuperDrive
-Ut; @ 7 pm
oK Cancel

3pm

Click at any available time from the
calendar to the right to select the |3 Pm
due date.

10 pm

e 4] 4

Select Calendar to browse
’7 ™ Schedule Calendar % Mailbox Calendar
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3. Working with Personal Helpdesk System

The Personal Helpdesk System 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, natification options,

incoming emails  monitoring, messaging, custom fields etc. Besides managing the settings and drop down
lists, itis responsible for monitoring email folders and mailboxes for automatic processing of incoming

emails to support cases , as well as processing web requests comi  ng Cus tomer web Service (CWS) website .

Personal Helpdesk Menu

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

available in Personal Helpdesk for Outlook . In Outlook 2010, you would find the Personal Help desk menu
in the backstage file button, as shown below.

o] 9 |- Outlook Today - Microsoft Outlook (Trial) = [
m Home Send / Receive Folder Wiew
= sove
LL\}V - - - - -
Managerial Settings Managerial Tools
I save Attachment
Configure Pe_rsonal Help_desk @ Contact Manager
drop-down lists and settings
Info
»}3 Personal Settings .E] Search Cases
Open -
E Access Control ﬁ.h Statistics
Print Ea' JAecets lict ﬂ] Export to Database
Help Accet Fields CF  Archive Cases
' Personal ! $  Technicians list &  Summary Reports
Helpdesk
g Callers list id  Demo Cases
|ﬁ Cptions
B Exit 7 Problems list Other Information
=] Templates Manager 9 Help Topics
@1 Notification Options 3 Video Tutorials

Email Manitoring %  License

©
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Personal Helpdesk i Type a questi In Outlook 2007 and

] Mew Support Request : Outlook 2003, the
1] New Knowledge Base Personal Settings | Personal Helpdesk
Access Control System menu is

Contact Manager

&
| =
b, B Assets list . located in the
JEp Search Cases Asset Fields A explorer menu bar
S5 Export to Database B Technicians list - after the Help menu.
": [ Archive Cases % Callers list I
summary Reports E Problems list
Demo Cases ﬂ Ternplates Manager
Gh statistics #d Motification Options
Settings 2 4 Email Monitoring
Navigate To Y | 2, Predefined Answers
T 43 Help Topics w1 Custom Fields ]
& Video Tutorials @ Mobile Messaging
“| % Check Updates %% Automation Options .
e License s Advanced Options l
"g Visit home page ._=a Web Access
About Personal Helpdesk Service Level Agreements (SLA) ;
Shutdown.. Case Options !
Contact Manager - Launch the contact manager dialog to quick scan through

Personal Helpdesk internal list of callers and technicians and
make a contact (email, sms, oracall) . Learn more

Search cases - Launch the advanced search manager dialog to query for
both ongoing and resolved cases witho  ut needing to open
the respective folders . Learn more

Statistics - Launch the statistics OLAP tool to analyze support cases
data and extract mission critical help desk information and
intelligence. Learn more

Export to database - Launch the export manager tool to push cases from
exchange folders (via Outlook) to database such as Access,
MSSQL, MySQL or Oracle. Learn more

Archive Cases - Launch the archive manager tool to pus  h resolved cases
from exchange folders (via Outlook) to a PST file. Learn more

Summary Reports - Launch the Summary reporting tool to generate reports on
cases created, closed, or due in a particular interval of time.
Learn more

Demo Cases - Getaquicktestrun of Personal Helpdesk by populating
demo settings data, cases and knowledge base articles
Learn more

Settings - Access to the administrative tools via submenu

Click each link below to learn more on each setting.

Personal Settings

Access Control

Asset list
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Navigate To
Help Topics
Check Updates
License

Visit home page

About Personal Helpdesk
Shutdown

Technician List

Problem List
Caller List
Print\ Email\ SMS templates

Notification Options

Email Monitoring

Predefined Answers

My Fields
Mobile Messaging

Automation Options

Advanced Options

Web Access

Service Level Agreements (SLA)
Case Options

Shortcuts to Personal Helpdesk folders in single - click
launch the help documentation on Personal Helpdesk System
Check if there is any new update available

Launch the registration dialog box

Takes you to the product home page of Personal Helpdesk
for Outlook .

Show the About dialog box
Shutdown only the Personal Helpdesk addin in Outlook
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3.1 Personal Settings

The personal set tings, as the name suggest, are each technician's settings that are applied to Personal
Helpdesk System locally, i.e., the change in the personal settings are not affected to the workflow of other
technicians. The personal settings differ from other admin istrative settings in the followings:

9 Itis saved locally to the system's registry, whereas other administrative settings are saved on the
exchange ( Personal Helpdesk Settings item)

9 Itis not affected by access control mechanism (if enabled)

1 Itis not affe cted by folder permission issue.

# | Administration Panel : Personal Settings
Save Exit B s Selected "\‘
P | Setti e g d I

ersonal Settings —r"’ Select SF(_VpE ~ ‘\ attached phone ]
\ tomakecalls } v fomakecals s
[v Allow Phone Calls™_ o he, S— . g
hh.-_.‘_._- ,..-l-l'" --’
i+ Use Skype to make calls '_,.z'r" " Use your modem to make calls #°
.i With a SkypeOut account, SupportCalls Outlook can _, You need to specify the particular communication
=8 make calls to cellphones or telephones, port where the modem is connected
COM Port ICOMI ;I
Test your phone connection
jCaII this test number
f.-""..'.—_'--- -L-“"‘l-\ (’: % @
45 Changethe S P
¥ -
i/ languageofthe " Make atestcallto >
v SupportCalls Ultin )} \. aphone number s
‘M. Outlook ’_H-’ ‘v..-.,___'___-_---_____,.“ﬂ’

.
-
“""'-—!--’

f""
Default la #fe of the user interface (UI)
ngy
-

#

R - |

Personal Helpdesk has built - in support for making phone calls either using Skype or attached phone to
callers, technicians or contacts in your address book. Each technician can choose either one of these
technique.

I Skype can be used to make internet phone calls (VolP) with a valid SkypeOut account. The
international call charges are reasonably prices and make sense if you have a good internet
bandwidth for a quality voice over calls. Only Skype version 2. 5 and above are supported.  More on
making calls with Skype

I Each technician can also use a standard phone connected to the system via a modem to make
outgoing calls from  Personal Helpdesk . If you select this option, you will also have to specify the
particular communication port where the modem is installed (COM). You can easily find that out
by going to Control Panel > Phone and Modem Options > Modems tab. More on making calls via
your attached modem
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3.2 Access Control

Personal Helpdesk menu > Settings > Access Control

__| Administration Panel : Access Control ﬁ
v 2
Apply Save Exit

— Access Control

Allow conversion of non-mail items to support cases | Postite ¢ Meetingitem [ Taskitem @

[~ Disable balloon popup notification
[~ Open support case form automatically when it is created manually from Outlook items @
[~ Open KB form automatically when it is created from Outlook items

o Allow conversion of non - mail items to support case - The manager can also define which
particular type of Outlook items are possible candidates for generating support request cases. By
default, support requests can be generated from mail items only. To enable other Outlook item

types, select the appropriate checkboxes - Post, Meeting or Task.
@ Disable balloon popup notification - Disable a balloon popup notification when a major event
occurred in  Personal Helpdesk System . By default, it is unchecked.

@ Open Support Case form automatically when it is generated from other Outlook items - Enable
this option to display/open the inspector window of the support case just created. This is only

applicable when the case is generated manually from an email or other Outlook item.

Open knowledge base form automatically when it is generated from other Outlook items - Enable

this option to display/open the inspector window of the knowledge base just created.
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3.3 Assets list

Personal Helpdesk menu > Settings > Assets list

¥Z Administration Panel : Asset List ==
‘ v = Customizable field
Apply | Save | Exit
Assets Detail Type
Aszet Name Aszet Type Agzet 05 Aszet [P = Asset Types =
1 |lablSystem 12 |Computers Vista Ultimate ;I 192.1658.1.5 DELL 2| 1 |Computers =
2 |LablSystem 13 Computers Windo ofe 192,165, 1.6 DELL &) 2 [Printers -
3 |Lab1 System 14 Computers P Profe 192,168, 1.7 Compag 3 | PhotoCopie
4 |Printer1at Flute lab | Prin i 192,168, 1,156 | Canon 4 |Projectors | Customizable title
5 |Printer2 at Flute lab  Prin 192.168.1.157 Canon 5
& |Printratlani  prin| Drop-down fields 192.168.1.158 HP 6
7 |Printerl at Piano lab Prin 192, 168,1,159 HP 7 -
8 | Printer2 at Pianao lab Printers Mot icable 192.168.1.160 HP 3 ;
g |Printer1 at Library Le Printers Mot Applicable 192.168,1.162 HP g =
10 |Printer2 at Library Le Printers Mot Applicable 192.168.1.163 Lexmark 05 ~
11 |Printer3 at Library Le Printers Mot Applicable 192,168,1.165 Lexmark —
12 |Printer4 at Library Le Printers Not Applicable | 192.168.1.166 Lexmark I =
13 |Printer at Library Lew Printers Not Applicable | 192.168.1.167 |DELL 1 |Vista Uitimate =
14 |Printer at Lbrary Lev Printers Not Applicable | 192.158.1.168 DELL 2 |Vista Home =
15 |PhatoCopier at Librai PhotoCopiers | Not Applicable DELL 3 Windaw e
16 |PhotoCopier at Librai Projectors Mot Applicable DELL ;’ x::gz: ;tl:ustumiza ble title
E 65 | Window:
19 -|| 7 |Windows 2000 ;
— ; 3 |Windows NT 4 53
— = | L8 |Windows 93 =
Assets

The helpdesk is a vital part of the company who wants to get the most out of it's IT assets. The assets list
allows you to track and manage support request from your internal users for quick resolution to the

case. There are 5 asset fields available out of which 4 are customizable according to your need. Out of
eenshot, we have taken the example of computing
resources used by internal staffs. We have customized the 2nd and 3rd fields as Asset type and Asset OS,
which takes a drop down list. Both the drop down lists are available on the right. The 4th and 5th fiel

(eg. Asset IP, Asset Make) take the normal text data. The titles of these customizable fields can be set in

the 4, 2 of them are drop - down fields. In the above scr

'‘Asset Fields' settings.

#& Administration Panel : Asset Fields by
v &l
Apply Save Exit
— Asset Fields
Define titles of asset fields

Specify the fields name of the asset that |
used in statistics and reports.

3rd field title (drop
down list)

Specify a title for the 3rd field

Specify a title for the 4th field

Specify a title for the 5th field

ﬁllow technicians to add
asset out of the
SupportCalls Assets list

| 5th field title (text)

- CEE A

4th field title (text)
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3.4 Technicians list

Personal Helpdesk menu > Se ttings > Technicians list

Fhone
654543434343

[T Make mobile as the primary contact number

Technicians list - Personal Helpdesk System needs to maintain the detail of the technicians that would be
working on support cases. The technician name and email address are mandatory fields and should be

unique for each technic ian that you entered. If there has to be calls to technicians from within Personal
Helpdesk (say, from the outlook form), the phone and mobile needs to be filled up. There is also an
option of making the mobile number of the technician as the primary conta ct (e.g.. when making Calls,

Personal Helpdesk will use the mobile number instead of the phone number). The mobile field is also
necessary to receive SMS notifications they are enabled.
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3.5 Problems list

Personal Helpdesk menu > Settings > Pro  blems list

Fam =1
~| Administration Panel : Problems Q@
v ‘ B | [
Apply Save Exit
Problem Types Problem Categories
| Problem type | Problem category | Default Time | Default Technician Default SLA = Category Hourly Rate (5) =
1 [Phone Mobiles 'iJ 24 Aaron Beit * |SLA3 7:[ El| 1 [Mobies 20 =)
2 |iPhone 3G Mobiles b 25 Adam Smi_ﬂ'-»"'?_ SLA L == &l 2 |Motebooks 12 o
3 |MacBook Motebooks * T =R 4 3 |Desktops Compu ]
4 |MacBook Pro Motebooks FaBAR AL g = SLA 3 4 |Music Players ]
5 MacBook Air Motebooks > rc:p—_dnwn lists hy limiting the SLA 2 5 |Applications 4
& |MacMini Desktops Computef CN10ICe of value it can take o o, & |Operating Syste 12
7 |MacPro Desktops Computel =l =g SLA 4 7 |Services 8
8 |iPod Shuffle Music Players 22 Richard Branson | 5LA 2 8 [Accessories k] A
9 |iPod Mano Music Players 22 Thomas Taylor SLA 1 9 Problem categories list l =
10 |iPod Classic Music Players 32 Abu Hakim SLA 5 10 =
11 |iPod Touch Music Players 42 | Tom Walker SLA 3 Problem Statuses
12 |iTunes Applications 52 Austin Jane SLA 2 Status =
13 | QuickTime Applications 22 Baldwin Bevis SLA 5 1 |[Delayed =
14 |iWork Applications 42 Alexander Buck SLA 4 2 |Processing -
15 |Office 2008 Applications 22 Alexander Buck SLA 2 3 | Awaiting
16 |Safari Applications 32 Tony Blair SLA S 4 |Invalid
17 |Mac QS X Tiger  Operating Systems 30 Curtis Bruce SLA 2 5 Frozen
18 |W=="77 7" "= agerating Systems 30| Aaron Beit SLA 5 & |Deferred
197 Allow userto  “ssories 30 Thomas Taylar SLA S 7
| 2l specify poblem ries 30 BpldwinBev : hd | d
| oh_ outside ofthe list _ésories 30 Rk Problem types list #|| ¢ | Problem statuses list I =
SSOries 30 Gorqe Bernard A 9 x 1N =
I ﬂummaﬁmﬁ:;dd non-existent problem to problem list

Problem categories list - Gather all the problem areas that your support team will be attending to and
feed them into the 'Category’ field. You can also specify the default hourly rate for each problem
category, so that, when using statistics, you can consider this category rate, besides the other two rates
technician, caller department.

Problem types list - The problem types are  sub - category items that fall ~ within the domain of a pro  blem
areal/category. Hence, each problem category has a specific list of problem types that a

technician/manager can choose from and tag a support request case. In the Outlook case and knowledge

base form, when a technician selects from the problem category drop down, it will load this tier of

problem type lists in the type drop - down box. These nested tiers of categories/types are complete
customizable to your organization's support model and act as somewhat of a guiding decision tree for

the caller (when su bmitting online service request) and technicians etc. These also assist in providing

high - level information to help desk managers in automatic assignment of ¢ ases to the correct technician.

Default values - You can also defined three default values of a ¢ ombination of Problem Category and
Type:

1 Defaulttime (in minutes) under which the particular problem is expected to be fixed/resolved.
1 Default SLA under which the problem fits into.

Problem statuses list - As technicians start working on assigned cases, 0 ver time, they may need to
update the state of the tagged problem so that senior technicians or managers can track and plan
additional resources if needed to resolve that particular case. Such a list of status flags can be specified.

Automatically add non - existent problem to list - Enable this option to allow technicians to accept
problem items that are not  available in the problem lists. In doing so, the new problem item will be
added to the problem lists for future use.
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3.6 Callers list

Personal H elpdesk menu > Settings > Callers list

#% Administration Panel : Callers Information g@
v [} ()
Import, .. Apply Save Exit
Callers Detail Caller Department
il | Caller | Phone | Mobile |Departrr|ent Company | Address |De1’auItTed'1nician Password || & Category Hourly Rate () | =]
1 |Jory Jones 54346001 71223233:Human Re y | Angel Heart 118 D, Jimm Adrien Silva 5565454 | £]] 1 |Human Resources 3 1=
2 " 271223231 Customers loStar Eng G4, Hummer John Abrahg 7565645 | A 2 |Customers 3 &
3 ||iMPport contacts from e 85 71553231 Marketing Tube  Houspafebednimebineet® £ 355s5as 3 |Marketing 7
4 o TihEE 1 | 7o s va, ' Techniciandrop- 3545656 e 3
1 £ u L - !
. List/Active Directory 71 Depir;w:ﬂtsrtjmp Tra11a 1 down list 7674545 | Hou_rly rate per category / department 5
6 |White@star/White 24396006 71 v a - Faz 54, = 9??6345 9
7 |Moore@mict Moore 54346007 | 71222343 Procurement: Angel Heart House 45, MRichard Branson 1343436 7 |Journalists 7
8 |Melson@hycMelson 54346008 71225666 Customers  KiloStar Eng W4, Yemen F Christian Barnard | 6754545 8 |Professors 12
5 |Hil@station|Hil 54346009 | 71223999 Students  |YouTube 118 D, Jmm John Abraham 2334534 3 |Students 3
10 |Campbell@y Campbell 54346011 71211111 Professors  DSFF Gyms G4, Hummer Tom Walker 8677455 10 |Public Sectors [3
11 |Adams@poli Adams 543460012 71223233 Customers | Starline TraHouse 45, ¥ Adam Sge 13233455 11 |Doctors 3
12 |Scott@usan Scott 543460012 71223231 Customers  Michellin 2344545 12 |Security Personels 8
13 |Diaz.camerr Diaz 543460022 71223233 Procurement: YouTube | CAIIErS passwordio be o 755254 13 |Armed Forces 4
14 |Howard@miHoward 543460023 71223231 Sales DSFF Gy M“%d '”C%Eg'er""';ept 23saseE | 14 |Counsellors 8
15 |Gomez@maiGomez 543460024 71223231 Armed Force: Startine TR o0 (C VA WEDSTTE om0 scse | 15 | Website visitors 2
16 ~HrooksfmaCroo 4435465 | 71223125 Security Pers Michellin Faz V4 9876768 - 16 -
Allow technicians to 444 71223211 Students Angel Heart 118 D, Jimm Aaron Beit 2243546 5 17 5
add caller out of the list 6666 | 71223231 Professors  Michellin Fas G4, Hummer Raymond Wong | 3756655 - 18 -
[~ Automatically add non-existent caller to caller list
Caller categories & departments - Specify what all internal departments your help desk team would
support incoming service requests from callers. You can t hen use a category/department to associate
each caller. You can also specify the default hourly rate for each department, so that, when using
statistics, you can consider this rate, besides the other two rates - technician rate and problem category

rate.

Callers list - Personal Helpdesk can maintain the detail of the callers that request for support. The caller's
email address is a mandatory field and should be unique for each caller that you entered. If there has to

be phone calls to callers from within Personal Helpdesk (say, from the outlook form), the phone and

mobile need to be filled up. The mobile field is also necessary if callers have to receive SMS notifications

in their mobile device. The department field has a restricted range (as being a drop do wn field) i.e., it can
take only take a value from the caller categories.

Caller Web Access (CWA) Password - To access the Caller Web Access (CWA) site from a web browser via
the internet, the caller requires a password. This passwor d is defined by the helpdesk manager when a
new caller is added. Alternatively, it can be generated automatically when a new, non - existent caller is
added to the Personal Helpdesk callers list. The password can then be set to insert into the

notification/c  onfirmation email sent out to caller first time when a support case is logged from their
email/call/web submission.

Import callers from Global Address List/Active Directory - Most likely, you might already have contact
details of the callers in the exchan  ge global address list. Use the 'Import..." button to display the address
book and select those contacts that you want to import. The contact's name, email, department,

company, address, telephone, mobile fields would be then automatically filled in the gr id.
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3.7 Templates Manager
Personal Helpdesk menu > Settings > Templates Manager

Personal Helpdesk uses various templates (emails as well as SMSs) for sending out notifications and
reminders to callers and technicians - both manual and automatic. ~ Email notifications take HTML format
whereas SMS notifications use plain text. There are a whole lot of notification options for different events

such as when a case is created, changed or resolved, or when a technician is assigned to the case, or

when th e due date has lapsed etc. Automated emails are sent out directly when a relevant event occurs

and the whole exercise is transparent to the technicians. Same is the case of automated SMS messaging.

—| Administration Panel : Templates Manager

v [ 2l
Apply Save Exit
Select a template to customize m Subject of the selected template m

|L§.| Email Due Date Lapsed notification j ICase [5C0_CASENUMBER] Due Date lapsed : 5C0_SUBJECT e

SH @9 o= FiE| — @G
B I U |uial ~l2op ~| AlMEBack - 7 MBlack - @

Due Date lapsed notification for case - SCO_CASENUMBER

Available variables (Press 'Ctrl + C' to copy)
Variable

SDO_CASEDESCRIPTION

S5C0O_CASEMUMBER.

SCO_SUBJECT @

S5CO_CASEAUTHOR

SCO_DATERECEIVED

SCO_DATECREATED

SCO_PROBLEMCATEGORY

SCO_PROBLEMTYPE

SCO_STATUS

SCO_EMAIL_HISTORY _LISTING

SCO_TIMESPEMT _DESCRIPTION

SCO_TOTAL_TIMESPENT

[ HmL | WYSTWYG

Dear SCO_TECHNICIANS,

This is to inform you that the due date (SCO_DUEDATE] of case #3C0_CASENUMBER {whicl
attend to this case at the earliest.

Support Team

SCO_LOGS

SCO_NOTES

SCO_CALLERNAVE SCO_CALLERNAME (SCO_CALLEREMAIL) wrote : @
SCO_CALLEREMAIL

SCO_CALLERPHONE SCO_SUBJECT

SCO_CALLERMOEBILE
SCO_CALLERDEPARTMEMT
SCO_CALLERADDRESS
SCO_TECHMNICIANS

SCO_CASEDESCRIPTION

o A list of all templates used for print, email or mobile SMS. The followings are the available

templates:

Template Purpose

New case - |HTML template used in logging new support
request case (applicable on both manual and
automatically created cases)

Print - |HTML template used when printing the support
case item in Outlook

Email caller from case form - |HTML template used when contacting the caller of
a case

Email technicians from case form - |HTML template used when contacting the
technician responsible for a case

Emaill caller on case allotment - |HTML template used in the automated email to the
caller to notify about the successful logging of the
support request

Email caller on case closure - |HTML template used in the automated email to the
caller to notify about the successful resolution to
the allotted case
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Email technicians on case assignment

HTML template used in the automated email to the
technicians to notify when a case is assigned

Email technicians on case reopening

HTML template used in the automated email to the
concerned technicians when a resolved case has
been re - opened

Email technicians on due - date lapse

HTML template used in the automated email to the
concerned technic ians when the due date of a case
is about to be overdue

Email caller on technician assignment

HTML template used in the automated email to the
caller when a new technicians are assigned or
existing ones changed

Email technicians on caller reply

HTML template used in the automated email to
concerned technicians to inform about new replies
from the caller

Email supervisors on SLA breach

HTML template used in the automated email to
helpdesk supervisors to inform about SLA breach
occurrence

Email Tech nicians on KB publication

HTML template used in the automated email to all
helpdesk staffs to inform about new KB publication

SMS caller from case form

Plain text template used when contacting the caller
of a case

SMS technicians from case form

Plain text template used when contacting the
technician responsible for a case

SMS caller on case allotment

Plain text template used in the automated SMS to
the caller to notify about the successful logging of
the support request

SMS caller on case closur e

Plain text template used in the automated SMS to
the caller to notify about the successful resolution
to the allotted case

SMS technicians on case assignment

Plain text template used in the automated SMS to
the technicians to notify when a case isa  ssigned

SMS technicians on case reopening

Plain text template used in the automated SMS to
the concerned technicians when a resolved case
has been re - opened

SMS technicians on due - date lapse

Plain text template used in the automated SMS to
the concer ned technicians when the due date of a
case is about to be overdue

SMS caller on technician assignment

Plain text template used in the automated SMS to
the caller when a new technicians are assigned or
existing ones changed

SMS technicians on caller re ply

Plain text template used in the automated SMS to
concerned technicians to inform about new replies
from the caller

SMS supervisors on SLA breach

Plain text template used in the automated SMS to
helpdesk supervisors to inform about SLA breach
occur rence

SMS sunervisors on SLA breach

Plain text temnlate used in the automated SMS to
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all helpdesk staffs to inform about new KB

publication
@ Alist of all placeholder variables available for inserting into a particular template. In runtime (that
is, when the actual email or SMS is generated from the template), the enclosed variables will be

substituted by their corresponding values. The followings list all the supported variables:

Variable

Purpose

SDO_CASEDESCRIPTION

Description of the support request case

SCO_EMAILBODY

Body of the caller emalil

SCO_CASENUMBER

Case Number of the generated support case

SCO_SUBJECT

Subject of the email or the support case

SCO_CASEAUTHOR

The he Ip desk staff that created/logged the
support request

SCO_DATERECEIVED

Date and time the email was received

SCO_DATECREATED

Date and time the support case was
created/logged

SCO_PROBLEMCATEGORY

Problem category to which the case belongs
to

SCO_PROBLEMTYPE

Problem type to which the case is related with

SCO_STATUS

Status of the case with regards to the problem

SCO_EMAIL_HISTORY LISTING

Email history listing on the current case

SCO_TIMESPENT_DESCRIPTION

Description on each time that atech  nician
spent in working on the case

SCO_TOTAL_TIMESPENT

Total time spent (in minutes) on the case

SCO _LOGS

Log listings related to the case

SCO _NOTES

Nodes added on the case by technicians and
managers

SCO_CALLERNAME

Name of the caller who had  requested for
help

SCO_CALLEREMAIL

Email address of the caller

SCO_CALLERPHONE

Telephone number of the caller

SCO _CALLERMOBILE

Mobile number of the caller

SCO_CALLERDEPARTMENT

Department to which the caller belongs

SCO_CALLERADDRESS

Full add ress of the caller

SCO_TECHNICIANS

Technicians assigned to the case

SCO_DUEDATE

Due date assigned to the case within which
the case has to be resolved

SCO_PRIORITY

Priority of the case

SCO_ASSETNAME

Asset name related to the case

SCO_ASSETCOMMNTS

Comments on that particular asset

SCO_NOW

Current date and time

SCO_CUSTOMFIELDI

Custom Field 1
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SCO_CUSTOMFIELDZ2

Custom Field 2

SCO_CUSTOMFIELD3

Custom Field 3

SCO_CUSTOMFIELD4

Custom Field 4

SCO_REPLIEDEMAILBODY

Description body o f the caller replied emalil

SCO_REPLIEDEMAILSUBJECT

Subject of the caller replied email

SCO_WEBACCESS_LOGIN

Caller login details for web access

SCO_WEBACCESS URL

The web URL of the Caller Web Access (CWA)
site

SCO_KBBODY

Description body of the  newly published KB
article

SCO_KBSUBJECT

Subject of the newly published KB article

SCO_KBPROBLEMCATEGORY

Problem Category of the newly published KB
article

SCO_KBPROBLEMTYPE

Problem Type of the newly published KB
article

SCO_KBLINK

Outlook link  of the newly published KB article
clicking which will open the KB article

SCO_KBCREATEDDATE

Creation date of the newly published KB
article

Note:

1 Some of the variables might not be available for embedding on certain templates when not
applicable.
I A SMS notification message is limited to 160 characters

Subject of the active template. It is also customizable and can take placeholder variables.

A WYSIWYGHTML editor with which you can customize the contents, apply HTML formatting as

well as insert the placeholder variables. The look and feel as well as the buttons and
functionalities are similar to Microsoft FrontPage authoring tool.

©06

The actual template in its raw state.
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3.8 Notification Options

Personal Helpdesk menu > Settings > Notification Options

# | Administration Panel : Notification Options
= il
Save Exit
— Automatic Notifications
= =}
Alert caller when technicians get assigned or get changed r Ernall [~ sMs
Alert caller when a case is created from their e-mail fcall v Email [~ sMms
Alert caller when a case is dosed v Email [ 5M5
Alert technidians when a dosed case is re-opened again v Email [~ sMs
Alert technidans when the due date has lapsed v Email [~ 5M5
Alert technicians when a case is assigned [~ Email [~ smMms
Alert technicians when caller replies to the case v Email [~ sMms
T e LS L LU e B e L e T _ N T .
Automatic Email and SMS Notifications - Automatic email notification and SMS alerts are essential for
keeping callers and technicians  informed with the progress and status of the case. Personal Helpdesk

offers a whole lot of notification options for different events such as when a case is created, changed or
resolved, or when a technician is assigned to the case, or when the due date has lapsed etc. The template

for such a notification email or SMS is available for customization as discussed ea rlier. Automatic emails
are sent out directly when a relevant evento  ccurs and the whole exercise is transparent to the

technicians. Same is the case of automatic SMS messaging.

Check the box of the corresponding notification that you want to enable and then click 'Save' button.
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3.9 Email Monitoring

Personal Help desk menu > Settings > Email Monitoring

Automating the support request logging from incoming emails is perhaps the most time - saver feature for
a help desk. Personal Helpdesk enables monitoring any number of shared mailboxes and malil - enabled
public folders to automatically generate support requests as and when the emails arrive. Processed emails
then can be moved to another folder or can be moved altogether to the Personal Helpdesk email history
folder. Contact information is automatically populated and the summary and description fields are filled
in.
rj Administration Panel : Email Monitoring ﬁ\
o | &3
ave i
—Mnnit‘;r Email Folders G\' f;\
Select an option ,-:M ésj
I_'%_._ {+ Fxchange Mailbox - Add a shared exd’mnge"uiser's mailbox; ,!’ E _ :,@

7
= i~ Exchange Folder - Add an exchange public folder or a shared folder  Select Mailbox ..

Mew Selected mailbox/folder ,r"@
I @ 5 A®

Monitored Folders list

Path | Type | '—Gl

._:gh John Miller MailBaox
= V\Public Foldersiall Public Folders\Support Request  Public Folder - __-@

Commaon mailbox for outgoing emails will always be monitored

Path | Type |
._:gh Support MailBox ..--7

[~ Enable SupportCalls to monitor 'Ongoing Cases' folder --@

Check this option to automatically convert incoming emails in 'Ongoing s’ folder to support cases.
The folder needs to be mail-enabled for this purpose. Supports drag-drop of emails to this folder.

Select this option to  add an exchange users' mailbox to the Personal Helpdesk monitored folders
list.

Select this option to  add an exchange public folder  or a shared folder to the ~ Personal Helpdesk
monitored folders list.

Allows you to  select a mailbox from Global Address List (GAL) or a folder from your Outlook.

The selected mailbox or folder waiting for your confirmation for inclusion into the folders list.

Click this button (+) to ~ add the selected mailbox/folder into the monitored folders list.

Remove the selected item from the monitored fo  Iders list.

List of all mailboxes and public folders monitored by Personal Helpdesk System for new incoming
emails.

The name of the co mmon exchange mailbox (used for all outgoing email communications from
Personal Helpdesk System ). If this mailbox is specified by helpdesk manager, it is automatically
monitored for email replies from callers. Disabling the common mailbox for outgoing ema ils
would automatically also disable the monitoring of emails in this particular mailbox.

©@0POOOOO

Monitor the Personal Helpdesk 'Ongoing Cases' folder - If the ‘'ongoing cases' folder is mail -
enabled, Personal Helpdesk can monitor for any incoming emails to that public folder and convert
into support requests. Any emails dragged to this folder will also be processed automatically the

©
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same way.
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3.10 Predefined Answers

Personal Helpdesk menu > Sett ings > Predefined Answers

—| Administration Panel : Predefined Answers [ {[m] <}

Apply Save

v ‘EI.'I

Questions list Problem Category Problem Type
& !-hlrh arge my jPod: IMusic Flayers ;I IiPod Classic LI
L) How to Question
=) How to

IHow to charge my iPod?
L Disk is not accepted |

CJ My iPod wor't turn on Answer
gHowmrequstamessboso g ﬁﬂl & EtalE| ) l:"'|§ E E == ‘EE-EEl— Heg
4 G t d i t 0
annot send message using the server exam) g B I U IAriaI L"?_(m o = &I-Black B EP?I-BIack 7]
£ | To charge your iPod Answer
=

Connect your iPed to your computer's built-in @-pin FireWire or high-
powered USB port or connect it to the Apple iPod Power Adapter and plug
the power adapter into an electrical outlet.

Note: iPod models without a Click Wheel cannot be charged via USB. iPod
shuffle requires a high-power USB port to charge. iPod nano and iPod (5th
generation) can charge via USB or FireWire, but they require USB to sync
with iTunes. If you are connecting via USE and the battery fs completely

discharged, there may be up to & 30-minute delay before iPod powers up.

Predefined answers - Personal Helpdesk can maintain a list of predefined answers to most asked help
desk questions. These answers can then be used to reply to frequent asked questions quickly without
needing to compose redundant information again and again. Each predefined answer can be specified to
belong to a problem category and type. This is particular helpful to build an organized library of answers

that is easy to find in time of need.

When are Predefined answers used? - The predefined answers list is most prominently used in the
outlook case form. When launched, the predefined answers dialog box displays questions which are
arranged and grouped in a hierarchical tree (e.g. problem categories and types) allowing the technician
to select an answer and reply to the caller.

The predefined answers can also be used to select an appropriate answer and reply directly to emails
(even outside of Personal Helpdesk folders). In fact, they are available in appointments, tasks as well.
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3.11 My Fields

Personal Helpdesk menu > Settings > My Fields

- 1
—_| Administration Panel : My Fields X |
v &
Apply Save Exit
—My Fields
Configure Custom Fields pmmmmm——— "___...------..__“‘
_ #" Customizable ™ § Markas
Allows you to use 4 fields to collect informaf titl fields are standard text,x.  mangd atory
the last one allows you to define a list, from Itles sen (drop down field) "s\'
1
Label for ‘Custom Field 1 [ssociate ID 3 [~ Mandatory
Label for 'Custom Field 2' Iﬁ.ssociate Name [~ Mandatory
Label for 'Custom Field 3' |Associate Phone ¥ Mandatory
Label for 'Custom Field 4 |Assnciate Category [~ Mandatory
My List Assodiate Category =
1 [Resellers =
2 |Marketing Partners e I H
3 |Developer Programs l‘: Drop down list
; =
=]
7 w
8 =
g hd

Custom Fields

You can use the custom fields available in the o utlook form to feed additional information on the caller,
case or on the problem itself. Four (4) fields are available and the titles can be edited to get the proper
meaningful label that signifies the information t he field store. The first three fieldsta ke a line of text as
data, whereas the fourth field takes a drop - down list from which a value can be selected. Optionally, the
fields can be made mandatory, so that without filled, the support request case cannot be closed. If a field

is marked mandatory, it would appear red in color when viewed in the outlook form.

SupportCaIIs Case & Connected

%5 | Save & Exit

otes | Assets My Fields |Log | Other

Assodiate ID 15234 |

Assodiate Name ‘John Stuart

Associate Phone Drop-down list l

Assodate ‘F‘.esellers
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3.12 Mobile Messaging
Personal Helpdesk menu > Settings > Messaging

Short Message Service or popularly known by its acro nym as SMS, is used by billions of people and is the
most pervasive use of data on mobile phones. SMS is convenient and cost effective for a number of
reasons. When compared with the cost of airtime for voice calls or wireless web access, SMS is a real

bargain and messages are immediately delivered directly to your phone. Hence, due to the various
advantages, it is no wonder that ~ Personal Helpdesk supports SMS messaging just as it supports emails!
SMS alerts can be automatically dispatched to callers or tec hnicians based on certain help desk events
such as when case is resolved or when a case is assigned to a technician.

There are two ways in  Personal Helpdesk to enabling messaging service:

1) Using a SMS HTTP gateway provider - Many SMS providers offer simple HTTP SMS posting, allowing
one to send SMS text messages directly through their gateways. Sending SMS via internet frees the
support team from having a cellular carrier and individual mobile phones. Configuring support for a
HTTP gateway in Personal Helpdesk is very easy. Just select a provider (from the drop down list) and
input the connection URL and user credentials and you are ready!

The following SMS providers are support as of now:

SMS Gateway Country/Region
www.celltrust.com USA
www.smsglobal.com.au Australia
www.haysystem s.com UK
www.mysmsaddress.net India
www.smscountry.com India
www.lts4sms.com India








































































































































































































































































































































































































































































































































