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Customer Web Service (CWS)

The Team Helpdesk web case submission allows for your end-users and customers to submit their service request through an
intuitive, easy-to-use web form interface; needing only their favorite web browser.

The Customer Web Service (CWS) is a collection of ASP.NET webpages that cater to the helpdesk end users on the web. It consists of
a structured support request submission webform, a support case status querying form, a self-service knowledge base and a special
web interface exclusively for existing callers to access their support cases online. All these sections are available to any users
accessing the customer service website except for the Caller Web Access (CWA) site, where only existing users are allowed to do so
from the web.

Unlike other traditional web-based helpdesks, CWS site in Team Helpdesk does not require a dedicated database. Instead, the
support cases submitted by customers are directly feed into the Team Helpdesk folders (i.e., stored in Exchange server) via one of
the helpdesk manager add-in installed in Outlook (which can be set under Team Helpdesk Manager > Web Access > Workload). The
helpdesk manager add-in services requests coming from CWS site and behaves like a server. That is why, we recommend that you
assign the workload of processing and servicing the TWA and CWS sites to a dedicated system that is running 24x7.

Welcome to Customer Web Service!

A self-service section for cur endusers on problem areas - to log new support request, chedk case status or to view published knowledge base artides

3, Submit a support request @
A Submit a support request case to the helpdesk by up a web form and specfying problem areas,
You can also attach relevant fies with the support request. You will then get an emall confrmation with

the detal of the support case being created in short while..

-3y Check status on support case

- 1f you have submitted 8 support request earber and had r & support ID, you can view the
status on the alloted case online. You would require to input your emad and the case ID.

6 Knowledge Base

= Before submitting a new support request, you can browse through the knowledge base artides, bered
and grouped by problem categonies/sub-categories 1o see if 3 solution is aready avalable. The artides
are dso searchable via keywords.

-

A, Login
A Logn to the Web Access (CWA) site - support casas history, submession of support request,
escalate or cancel ongaing cases, or reopen rsolved cases.

Allows end-user to enter information on their problem on a structured web form.
Allows end-user to check and track the status of their support cases online.
Allows end-user to browse or search through the web-based knowledge base articles to find a solution on their problem.

Allows existing callers to access their exclusive member area online such that they can view support cases history,
submit new support request directly, escalate or cancel ongoing cases or reopen existing resolved cases.

©e 006

Why is Online Customer Service Important?

Web-enabled customer service provides a variety of benefits. In addition to the fact that many prospective customers will refuse
to do business with an organization if they don't offer some level of online support, benefits include:

24/7 customer service capability

immediate response to customer inquiries

meeting/exceeding constantly evolving customer demands

improved customer satisfaction and customer relationships

cost savings

automation of repetitive tasks makes it easy for customers to do business with you
re-allocation of customer service staff to value-add tasks

acquisition of invaluable customer feedback and requests

0O O 0O O 0O 0O O O
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Configure Customer Web Service (CWS) on IIS

Before end-users and callers can start using Customer Web Service (CWS), the helpdesk administrator needs to first setup and
configure certain settings, in the web access administrative panel in Team Helpdesk Outlook, and then on the IIS web server.

To install, setup and use Customer Web Service (CWS), the followings list the requirements on both the web server and the
customer’s system.

On the Web Server system
e Microsoft Internet Information Server
e  Microsoft ASP.NET 2.0 Enabled
e  Write permission for ASP.NET users on a temporary subfolder under CWS IIS folder
Note: As there is no direct interfacing between the CWS site and your Exchange server, the 1IS web server does
not need to be on the same windows server as that of your Exchange server, but should be under the same
office network.

On the Customer’s system
e Any Web browser
e Internet Connection

The followings list all the steps required to be performed to get CWS website running in few minutes.

Step 1: Setting up an Application under IIS
Step 2: Set appropriate network permission to the |IS shared folder

Step 3: Extract/Copy all Customer Web Access application files to the IIS web folder

Step 4: Set ASP.NET permission on Temp sub-folder

Step 5: Configure web Access specific settings in Team Helpdesk add-in
Step 6: Write/Update XML metadata files from Team Helpdesk for Outlook
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Step 1: Setting up an Application under II_S

The first step in setting up the Customer Web Service (CWS) site requires creating a new application under your IIS server. In this
document, we discuss the configuration of an application on your default web site under your IIS.

To create a new application, right-click the site and select ‘Add Application...”.

©} Internet Information Services (IIS) Manager

File View Help

0 Default Web Site Home

Filter: « 0 Go - (& ShowAll
ASP.NET

4 ) Defauit Web Site| :

4 Explore EES \\‘%/ @ ?

b1 EditPermissions.. NET NET  NETEmor  .NET
b Authorizat.. Compilstion  Pages  Globalization
. 12D Add Application... — -
4 . 1NE & & ¢
b{. Add Virtual Directory... o= (= L
- @ S MNET Profile .NET Roles .NET Trust .NET Users
- Edit Bindings... Sk
You will be prompted with the ‘Add Application’ dialog box.
Add Application el X

Site name:  Default Web Site

Path: !
Alias: Application pool:
| DefaultfppPool | Select...
Exarnple: sales
Physical path:

Pass-through authentication

Connect as... ] | Test Settings...

0K | [ e

First, set the CWS application to use .NET CLR 2.0 application pool by clicking ‘Select...” button in the ‘Application Pool’.

Select Application Pool ? x
Application pool:
JMET w2.0 w
Properties:
Met CLR Version: 2.0

Pipeline mode: Integrated

QK Cancel
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Type the alias for the Application, say, CWS and specify the physical folder on the local server to map to this allas. In this case, the
physical folder on the server is C:\Inetpub\wwwwroot\CWS

Add Application ? *

Site name:  Default Web Site

Path: FOWS
Alias: Application pool:
cws | [NETv20 | | Select...

Example: sales

Physical path:
| Chinetpublwwwroot\CWS

Pass-through authentication

Connect as... Test Settings...

[] Enable Preload

QK Cancel

Click OK. The image below displays the result.

¥ Internet Information Services (IS) Manager

% | » BYTESTATION » Sites » Default WebSite » CWS »

File View Help
' /CWS Home

A | g
483 BYTESTATION (byteStation\John Nash)
L Application Pools e G0 - Gyshowal |
43 sites e

- e Default Web Site 2“5 ney, *Application is ™ &
| . N
- JAppData  {  now creted under your } \/ Q
: ] aspnet_client _\ default website in IS /'C 3 NET Error NET
ompilation

bt 3 _Luﬂ-""'%"\ " Pages  Globalization

s

] TWA 59
b B wss (0= \‘\//> EN "3

> @ SharePoint - 80 NET Profile .NETRoles .NET Trust .NET Users
» &8 SharePoint Central Administration v4 Levels

Page5

;“Assistm'ﬂeﬂm



Leverage Outlook | Exchange [ the Web

Page6

' with a resolution
. -

—— Reguest for SUppor ' { Do more with your Outlook
Not just emails, but phone calis, SMS

Ieam “BlllﬂBSk for Outlook <

Step 2: Set appropriate network permission to the shared folder

The just created 'CWS' IIS Application now needs to be set as a shared network folder for all the helpdesk technicians that uses Team
Helpdesk for Outlook. Data interchange between the customer web access and the Team Helpdesk add-in in Outlook uses XML
formats and are written to a temporary subfolder 'Temp' under the application folder. Due to this requirement, all helpdesk
technicians working in Outlook will need to have full control over the 'CWS' network folder.

Right-click the CWS application from the tree view and click ‘Edit Permissions...’

&} Internet Information Services (IIS) Manager ). CWS Properties o
——
% l P » BYTESTATION » Sites » Default We | [ General] Shamng |[Securty | Previous Versions | Customize
File View Help Network File and Folder Sharing
' Connections ' Ccws
Freme nections ) S i
*a : Network Path:
493 BYTESTATION (byteStation\John Na \\Bytestation\cws
.} Application Pools
o
48 Sites
. Q Default Web Site
:‘j App_Data Advanced Sharng
) aspnet_client f:v custom permissions, create multiple shares, and set other
Q WS anced shanng options.
» %4  Explore Advanced Shaing...
b —11 Edit Permissions...
> @ a o Password Protection
>-@) SHEP Add Appication... People must have a user account and password for this
> @ Sh .  Add Virtual Directory... computer to access shared folders.
Manage Application To change this setting. use the Network and Shadng Center.
3 Refresh
X Remove =
- coce ] oy
= Switch to Content View =

We need to grant full control to this folder (e.g. C:\Inetpub\wwwroot\CWS) in both Sharing and Security tabs. Let us start with the
first one. Click the Sharing tab > Advanced Sharing...

From the ‘Advanced Sharing’ box, enable the option And then click ‘Permissions’.
‘Share this folder’.

i hl
| Permissicns for CWS Cox
I b
Advanced Sharing “ Share Pemissions

- . 1 |:3I'(.'II.I|:!I ar User names:
| (] share this folder R
Settings
Share name:
|ows v
-E:. Remave | [ — ] [ — ]
Limnit. thee numiber of smultanecus users to: m
. Permizsions for Everyone Allow Dery
Comments: Full Cortrol
Change
Read
2
[ 0K I l Cancel J Apply . Leam about access control and pemmissions
: oK | Cancel || ey |

wﬂssismyl eam



Leverage Outlook | Exchange [ the Web

a
L3

with a resolution
- -
Do more with your Outlook
Not just emails, but phone calis, SMS

Team Helpdesk ro- outiook

Once you are in the permissions dialog, you will see that " saject Users or Groups Lu
by default, any users on the local network have read

- -.s[l..;:w'v FSUpOOT

permission over the shared folder. For our needs, we Select this object type:
need to allow all helpdesk users to save/update files Users. Groups. or Buitin securty principals P Object Types...
under this folder. So, either you can add individual user From this location: r,-' Sﬁlect each ‘\‘_

i i i BYTESTATION | technicianora
or a group (if you have it defined). \. Sroup ',’ ——

Enter the object names to select (xamples): “:;I_______,.-—-""

ServiceDesk| ‘ﬁ" Check Names

o (o]

In our example, we have defined a group 'ServiceDesk' i X Persnizsions for CWS “
comprising of all helpdesk users so that setting
permission for all users can be done in a single click. Shans Pemnissions
Check the option 'Full Control' to allow all technicians in Group or user names:
the helpdesk team to save/update 'Customer Web 52, serviceDesk pmm T ——
Service' specific metadata XML files. Everyons !,f"'Gmnt full control to
i all technicians or
group (eg. Y
ServiceDesk group) j’
"n"u.-‘ '._-.p"‘"

J’f
Pemigsions for bahnr ﬁ!m_-tr_, Deny
Flead il
Leam about access control and pemissions
[ ok ][ cCance |[ spoty |

Likewise, add the same helpdesk group (e.g. ServiceDesk) | CWS Properties —_—
under the Security tab and grant 'Full Control' access.

General | Sharing{_Securty DPrevious Versions | Customize |

Object name:  Cnetpub'wwwwroot \CWS

(Group or LESEr Names:

82, I5_IUSRS byteStatidg\lIS_IUSRS)

A
m
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Step 3: Extract all Customer Web Service (CWS) application files

-~ Reguest forstupport

Now that we have created an exclusive web-enabled physical folder on the server and granted full control to all helpdesk users (step
1 and 2 respectively), the next step is to extract all the files and subfolders from the Customer Web Service zip archive (e.g. CWS.zip)
to the shared network IIS folder.

This CWS.zip is installed with Team Helpdesk Manager, and is located under the following folder in your system:
C:\Users\USERNAME\AppData\Roaming\AssistMyTeam\Team Helpdesk Resources

The contents of 'CWS.zip' are shown below:

Name Type ~
D) Temp Fle Foder
Lsaripts Fle Foider
) images Fie Folder
Cabn Fle Foder
3] showkB.aspx ASP.NET Server Page

| fleuploader. aspx ASP,NET Server Page
3] loadmyemal, aspx ASP.NET Server Page

=] default.aspx ASP,NET Server Page
2| xB.aspx ASP.NET Server Page
3| MyCases. aspx ASP,NET Server Page
] CaseStatus. aspx ASP.NET Server Page
2 newCase.aspx ASP,NET Server Page
3] SupportRequest.aspx  ASP.NET Server Page
Zlogin.aspx ASP.NET Server Page

73] loadmycase. aspx ASP.NET Server Page
4 footerMyArea.ascx  ASP.NET User Control

4:| timeout.ascx ASP.NET User Control
13- headerMyArea.ascx  ASP.NET User Control
4 header,ascx ASP.NET User Control
& Confrmaton.htm HTML Document

[Bluploader. s Saript Script Fie

19 PrecompiedApp.config XML Configuration Fie
19 web.config XML Configuration Fie

Extract all the files and subfolders under the zip (e.g. CustomerWebService.zip) file to the network shared web-enabled Customer
Web Service (CWS) folder. For example, \\192.168.1.4\CWS where '192.168.1.4' is the windows server and 'CWS' being the web-

enabled folder (either configured as a website or virtual directory under an existing website in 1IS). If step 2, if the permission (e.g.
full control) was successfully set, the files and subfolder would be extracted/copied to the network share.

'/ cwson 192.168.1.4 =Jak&
: File Edit View Favorites Tools Help a@*
@Backv © ¥ pSearch | Foders | [TZ7)~
! Address |Q \\192. 168.1.4\CWS El Go
Name - Size ' Type
File and Folder Tasks 28 ©)bin File Folder
(=) Make a new folder g"‘”‘: ZFolder”!
sarip

i) Pt the foude ki the | DTemp Fie Folder

- 5| CaseStatus.aspx 1SKB ASP.NET Server Pag

= @Confrmabon htm 1KB HTML Document
Other Places 2 [ default.aspx 6KB ASP.NET Server Pag
_ ﬂﬁaploaduaspx 3KB ASP.NET Server Pag

@ 19.1AR 1.4
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Step 4: Set ASP.NET (Internet Guest Account) permission on Temp folder.

The Customer Web Service functionality is built upon ASP.NET 2.0 and AJAX technology. Typically, an ASP.NET application requires
read, execute, and list access for the ASP.NET account (also known as Internet Guest Account) for the web site root (for example:
D:\inetpub\wwwroot\CWS or any alternative site directory you may have configured in 1IS), the content directory and the
application root directory in order to monitor for configuration file changes. The application root corresponds to the folder path
associated with the application virtual directory in the IIS Administration tool.

Under your IIS server, you have multiple subfolders under the CWS application. The special interest that we have now is for the
'Temp' folder, as this is the folder that saves uploaded attachments from support request case temporarily. Hence, the ASP.NET
account needs to be configured to have ‘Full Control’ over this 'Temp' folder. You do that by right-clicking 'Temp' folder > ‘Edit
Permission...”

€3 Internet Information Services (IIS) Manager

&) () [ » BYIESTATION » Stes » DefauttW,
File View Help Object name:  C:\inetpub‘\wwwroot\CWS\Temp
ot I | Ter || Coworusernames
2 . BTICREATOR OWNER a
493 BYTESTATION (byteStation\John Nay — 82 SYSTEM (3
) Application Pools | 52, Administrators (byte Station\Administrators)
4 @) Sites ASP.NET ‘ S2 1 loare SusaCishinnll loarel ‘ M
4 @) Default Web Site o~ (44 & b ]
| App_Data S To change pemissions. click Edt
] aspnet_client NET Pemissions for CREATOR 5
4 ‘) CWS Authorizat... OWNER Allow Deny
| App_Data 0 Full control -
1 bin a Modéy i
b -] images NET Read & execute E
| scripts Globalization List folder conterts
o TWIS!“E 1l oa Read |
o 'j ' i Explore ;L Wite =
b =i wss Edit Permissions... . =
@ Sharep h ;qd:pg;dpetmmsoradvmd settings.
> @ ShareP| ‘> Convert to Application anced
» ) ShareP| D Add Application... m s | ission
+. Add Virtual Directory... n
Manage Folder » [ K ] [—‘w ] o
. . . { - ’ . 9 . .
From the Temp properties dialog box, click the ‘Security’ tab, and click | Permissions for Temp |

the ‘Edit...” button to invoke the ‘Permissions’ tab.
Security

In the ‘Permissions’ dialog box, select the ASP.NET (Internet Guest)

. . . Object name:  C:hinetpub™wwwnoot ' CW S\ Temp
account. Different version of IS has different ASP.NET account name.

For example, in IIS version 5 (windows 2000 server), it is ASPNET, and Group or user names:
in 1IS version 6 (windows server 2003), it is IS_WPG group whereas in %gﬂ?;ﬁﬂowmm
IIS 7 and above version (Windows 7 and above), it is IIS_IUSRS group. 82, Admiristrators (byte Station\Administrators)
. ¢ Users {byteStation®sers
In the screenshot below, we have IIS 7 version and hence, the IIS_IUSR - L. S ]' e
44 115_IUSRS (byteStation\J15_IUSRS)
group is allowed 'Full Control' over the 'Temp' folder. 82, Trustedinstaller
\[ Add... ] [ Remove ]
Pemissions for I15_IUSRS Allow Deny
Full control (=D o
Modify 3
Fiead & execute 3
List folder conterts
Read is
Leam about access control and permissions
ok J[ Coos J[ sy
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Step 5: Configure CWS specific settings from Outlook

The Customer Web Service (CWS) site does not make use of a database to store the helpdesk settings and lists. Instead, the data and
settings are stored as XML metadata files and are saved/updated from the Team Helpdesk add-in interface in Outlook (by helpdesk
managers/technicians). The document takes you to finer detail on various web access settings that need to be configured in the
administrative tool, before saving/updating the XML metadata files in the IIS folder.

Displayed below is a part of the Customer Web Service (CWS) settings dialog. To save/update the CWS specific XML metadata files
from Outlook to the shared network web-enabled folder (on the server), it needs to know the full UNC folder path. If the network
folder resource requires a network credential, then you will be prompted to enter one

%% Administration Panel : Web Access
2 L Ehe SEarEdh Update all the XML
Save Exit ”Etgm?rs IFIJgtf |Ejﬂ the metadata files in
olaer
Customer Web Service (CWS)  Technician Web Access (TWa)  Workload *q-‘ the CWS:;IS Folder
¥
Specify the IIS network folder path for Customer Web Service Yo _i
1
|1'I1'I:|-‘5'2'15‘:-"j-"""lcl"""IIS # 5 Ipdate data
Eg. \\YourServer\CWSs
Automatically update CWS metadata XML files {including web.config)
Update knowledge base data XML files '*,‘
Make Time Spent accessible to CallerWeb Access ® Check this option to update the CWS specific
Make Email History accessible to Caller Web Access settings meta-data automatically when there is any
Make private notes accessible to Caller Web Access change in the Team Helpdesk settings

The Caller Web Access (CWA) site, which is a part of the Customer Web Service (CWS) site, requires a user credential for caller to
access their support cases online. Helpdesk managers can define this credential (e.g. password) in the Team Helpdesk Callers list
dialog. Alternatively, a random password can be generated automatically when a new caller is added to the Callers list.

&= Administration Panel : Callers Information -
-
L]
- L]

B v = | .

import | Apply Save | Exit FH Reset Columns Size *..‘

Email & | Display Name Company Address & | Default Technician Password 4}

1 |Adams@policetype Adams Kaiser StarLine Transp «- | House 45, Milloy ban Adam Smith gif
2 | AndersonZyoujn.ct Anderson Kay YouTube w | House 45, Milky ba John Abrsham gif
3 |Auer@mangostar.ci Auer Rever YouTube «w | 118 D, Jimmy Ray & Tomy Blair abc
4 |Bennett@®mangosta Bennett Bee Angel Heart Hos « | 118 O, Jimmy Ray ? Aazron Beit abc
5 |Brocks@mangostar Brooks She Michellin Fashiq .. | V4, Yemen Foad, P Abel Conie Yz
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Step 6: Write/Update XML metadata files from Outlook

The last remaining step is to save/update the Customer Web Service (CWS) specific XML metadata files in the CWS network web-
folder. The XML metadata files contain the required Team Helpdesk lists and settings defined by the helpdesk manager in Outlook
and these files feed data to the Customer Web Service applications when end-users submit new support requests via web-form or
when caller login to load their support cases.

Before any XML data files can be updated, the helpdesk manager needs to specify the network share that was configured in Step 2. If
the appropriate permission was set, clicking the 'Update data' button generate all the required XML files.

%% Administration Panel : Web Access

2 Update all the XML
Save Exit metadata files in
Customer Web Service (CWS)  Technician Web Access (TWA)  Workload LT LU E :Dlder

Specify the IIS network folder path for Customer Web Service ’

|‘|,‘|,192.168.1.4‘|,CW5 | = gpdate daa

Eg. WYourServer\CWS

address | () \\92 168 14CWS\binl

Name =~ Size Type
File and Folder Tasks R *| AssetDetails. xml 2KB XML Document
£9 Make a new folder = AssetFeld 2List. xml 1KB XML Document
-+ AssetFieldist.xml i
ik e blcs o e = CWACallers.xmi g Thenewly
> Data_Accessories.xml { created/updated XML
-+ Data_Applications. xml metadata files
Other Places A - Data_Desktops Computers. xmi
2 o '+ Data_Mobiles. xm T XML Document
= Data_Music Players.xmi 16 KB XML Document
ity Roasents * Data_Notebooks. i SOKB XML Document
) Shared Documents > Data_Operating Systems.xml 22KB XML Document
j My Computer *' Data_Services.xml 21KB XML Document
&3 My Network Places = ProblemCategories.xml 1KB XML Document
| ProblemTypes.xml 2K8 XML Document

Now, open your web browser and point to the CWS URL. Usually the URL is in the format http://SERVER/CWS/. For example, in our
instance, it would be http://byteStation/CWS/

(=) ( ,/I
l @ Welcome to Team Helpdes.., *

File Edit View Favorites Tools Help

e i s Home | Submit a support request | Case Status | Knowledge Base | Login

& http://bytestation/CWS/ |

Welcome to Customer Web Service!

A self-service section for our endusers on problem areas - to log new support request, check case status or to wiew publishec

% Submit a support request

Submit a support request case to the helpdesk by filling up a web form and spedifying problem areas.
‘You can also attach relevant files with the support request. You will then get an email confirmation with
the detail of the support case being created in short while..

E@ Check status on support case

=*= If you have submitted a support request earlier and had received a support ID, you can view the
status on the alloted case online. You would reguire to input your email and the case ID.

. Knowledge Base

= Before submitting a new support request, you can browse through the knowledge base artides, tiered
and grouped by problem cateqories/sub-cateqories to see if a solution is already available. The artides
are also searchable via keywords.

Login to Caller Web Access

Login to the Caller Web Access (CWA) site - track cases history, escalate or cancel ongoing cases, or
reopen resolved cases.

Pagel 1
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CWS admin panel in Team Helpdesk Manager Add-in

%% Administration Panel: Web Access

= 2 Pick the shared
Save Exit network path to the
_ CWs IIS folder
Customer Web Service (CWS)  Technidan Web Access (TWA)  Workload -
*
*
Specify the IIS network folder path for Customer Web Service ".
|\\192. 168. 1. 4\CWS || 22 ] [ update data
Eg. \\WourServer\CWS "
(Y
L ]
[«] Automatically update CWS metadata XML files (including web.cnnfig}e Update all the
Update knowledge base data XML files o KML_ metadata
Make Time Spent accessible to CallerWeb Access files in the CWS
Make Email History accessible to Caller Web Access 1S folder
Make private notes accessible to Caller Web Accesse
Web URL of CWS Site o
hittp:/fwww . mycompany. comCs | | Eg. http://www.YourCompany.com/CWs/

Thewebsite URL is available for embedding into automated confirmation emails to caller.

Your Helpdesk Informationto be displayed in the new ticket confirmation webpage: 6

AssistMyTeam Customer Care
12th street, Albert Bay

Pagel 2

o Here, you need to specify the shared network path of the CWS folder (which is located in your IIS C:\inetpub\wwwroot
parent folder on your windows server). To save/update the CWS specific XML metadata files from Outlook to the shared
network web-enabled folder (on the server), it needs to know the full UNC folder path. If the network folder resource
requires a network credential, then you will be prompted to enter one.

NOTE: You need to share this CWS folder such that all technicians can have access to it from their respective systems
within the office network.

e Automatically update CWS metadata XML files (including web.config)
Enable this option to allow helpdesk add-in to update the CWS specific settings metadata automatically when there is
any change in the Team Helpdesk settings. The Team Helpdesk lists and settings (e.g. problem categories and types)
would surely change/update in due time. The helpdesk manager would need to update the web service XML metadata
files accordingly, so that data used in the web service application is in synch with that in Outlook. Though the helpdesk
manager can manually update the data files for web service, it would be a tedious task if the settings in Outlook are to
change every now and then. In such scenario, it is recommended to allow helpdesk add-in to automatically update CWS
specific metadata XML files in the shared network folder, when there are any changes in the lists and settings in Outlook.

Update Knowledge base data XML files
Check this option to publish or update knowledge base data XML files in the web-enabled CWS network folder.

Make the Time Spent accessible to Caller Web Access (CWA)
Enable this option so that when callers are logon to the Caller Web Access site, they can see the time spent details
entered by technicians in the cases allotted to them.

e Make Email History accessible to Caller Web Access
Enable this option so that when callers are logon to the Caller Web Access site, they can see the Email communication
history between them and the helpdesk in the cases allotted to them.
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Make private notes accessible to CaIIer Web Access
Enable this option so that when callers are logon to the Caller Web Access site, they can see private notes entered by
technicians in the cases allotted to them.

@

Web URL of CWS site

Enter the full web friendly URL (e.g. http://www.yourcompany.com/CWS/) that is accessible by your customers from the
Internet or Intranet. What you entered here will be available for embedding into email template (i.e., Placeholder
variable SCO_WEBACCESS_URL) which would be then sent to the customer after a case is raised from their support
request email or call.

e Enter the confirmation information from the helpdesk to be displayed in the webpage of CWS when a new case is
submitted successfully by a customer through the webform.

*Caller Web Access (CWA) - is a part of the Customer Web Service (CWS) site, requires a user credential for caller to access their support cases online. Helpdesk
managers can define this credential (e.g. password) in the Team Helpdesk Callers list dialog. Alternatively, a random password can be generated automatically
when a new caller is added to the Callers list.
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Workload — Assign responsibility for Web Access Servicing

In Team Helpdesk, you need to specify which helpdesk manager add-in would be responsible for monitoring and servicing all the
web requests coming from the Customer Web Service (CWS) and Technicians Web Access (TWA) websites. You can choose a
particular technician or a dedicated system (that has the manager installed) for this automation job.

0 Administration Panel : Web Access

|

Save Eart

Customer Web Service (CWS) Technician Web Access (Twa) Workload

Workload of processing web requests coming from TWA/CWS websites

(") Only allow this particular technician

Designate a particular technician to act as a server and handles all web requests coming from the
TWA/COWS websites. If this option is selected, it is recommended that you setup a dedicated system that
iz running all the time. This particular technician also needs to have full control over the Temp folder of

the TWA/CWS websit i i i
& TWA/CWS websites Click this to assign yourself

\‘./ . Select a technician name for this job ,,*' for this job

3
AssistMyTeam ‘EE f
— - reguires restart of Outlock of the particularuser to effect

Click this to assign your

(®) Only allow this particular system e computer for the job
4

Enter the computer name far this job

-
*
*

|byteS13tiur1 | My Computer

eg. systeml (and not systemi.domain.focal)

! [ requires restart of Qutlook on the particular system to effect

o Choose this option to assign a particular technician whose helpdesk manager add-in will be responsible for servicing all
web requests from CWS and TWA websites (if configured).

NOTE: If you want to set yourself, just click the ‘Self’ button (located on the right)

e Choose this option to assign a dedicated system that has helpdesk manager add-in installed as responsible for servicing
all web requests coming from CWS and TWA websites. Enter the computer name without the domain information. For
example, if the full qualified system name is system1.domain.local only enter ‘system1’.

NOTE: If you want to set your current system, just click the ‘My Computer’ button (located on the right)

>

Ieam “EII]IIBSK for Dutlook <



	Customer Web Service (CWS)
	Configure Customer Web Service (CWS) on IIS
	Step 1: Setting up an Application under IIS
	Step 2: Set appropriate network permission to the shared folder
	Step 3: Extract all Customer Web Service (CWS) application files
	Step 4: Set ASP.NET (Internet Guest Account) permission on Temp folder.
	Step 5: Configure CWS specific settings from Outlook
	Step 6: Write/Update XML metadata files from Outlook

	CWS admin panel in Team Helpdesk Manager Add-in
	Workload – Assign responsibility for Web Access Servicing


