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Welcome

A helpdesk system integrated seamlessly within your Microsoft Office Outlook, transforming it from a simple email client
to a fully-fledged service provider.

This is an elaborate help documentation that will guide agents on how to install, configure, and work with support
cases in Outlook. Graphic illustration and screenshots of the screen/forms are used with proper marking wherever
they are required to drive down the point of the relevant topic.
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Helpdesk for Outlook

1. Helpdesk that is designed for Outlook |

The AssistMyTeam Helpdesk is an issue tracking and ticketing system that is available as an add-on for Microsoft Outlook.
Integrated seamlessly within your Microsoft Outlook, it transforms Outlook from a simple email client to a fully-fledged
service provider. Using your inhouse Microsoft SQL Server or cloud Azure SQL as repository for storing support cases, it
provides support staffs with all the necessary tools to log, collaborate, analyze and assist in the resolution of help desk issues.
Various medium of communication supports automated messaging and notification requiring no human inputs, 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 of
the helpdesk and in-turn ensures timely decision making for improved service.

To sum up, AssistMyTeam Helpdesk improves the efficiency of the help desk to enable faster response time and higher
productivity for your organization at lower operating costs. After all, the bottom line for your help desk team is for your end-
users to receive better and timely service.

Benefits for your organization:

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 agents

Centralized data storage on Microsoft SQL Server or Azure - efficient platform for collaboration
Enable integration with Active Directory

Common point-of-call for your callers

Structured workflow for all helpdesk activity

Freeing up valuable human resources by automating cases logging, sending notifications etc.
Higher productivity and increased "up-time" for support staffs

Organized state of cases means faster tracking requests

Identify problem areas and increase helpdesk efficiency

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

CALLLLLLLLLL

Benefits for your customers:

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

A knowledge base that can be searched through for resolution

Check on the progress or status of the case via web

Request support in a standardized way through email

Case gets resolved in a timely manner and hence customer satisfaction

Helps in building trust and loyalty in your brand

CALLLA
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2. How It Works?

AssistMyTeam Helpdesk System consists of two separate installs — Managerial and Agent.

e The Managerial install is for helpdesk administrator who would configure and maintain the global configurations, drop
down lists, templates etc. in the helpdesk SQL database.

e The Agent install is for the technicians to enable them to log, raise and work on support cases in Outlook.

Each of this tool is installed on individual computer as an extension to Microsoft Outlook and only relies on Microsoft Outlook for
the front-end and a network SQL or cloud Azure database, as the back-ends.

A Knowled
Emai dertio Caller Report OLAF B s e

: Generator @
ot ot A o -'\__v ™ 49,&
mail ahert to Agent : ) AL L

: I \ C ﬁti

‘E}‘;/
; %
Helpdesk G g CACY
Manager Manager configures s 4,

drop down lists,
—  templates, workflows

-
. > J:@j and other helpdesk

settings

Work and
collaborate on
resolving the case.
Notify caller, assign
additional
technicians

End user contacts
helpdesk through

email or Phone

. .-yéwt L
., B, " . ¢ Add email repl
C'a""'e?"-- ‘rma"a’a?'f‘?&ﬁé-j}é:-} """"" to thEErr::'n:isr1|:2iEg1I|r
D.;Lr-..‘ - a-E.;‘..;u. < case
e, Mg
F &/,
“4.:;; ...........................
AssistMyTeam Helpdesk Add-in
Step 1 % Administration Panel : Helpdesk Settings Data Source
Manager creates a central helpdesk Save Exit

database Where do you want to save the "Helpdesk settings data?

After the managerial tool is installed, helpdesk
administrator will be given a choice of database
options where all the cases, articles, templates and
other settings data will be stored centrally.

I__ll Load database config from file...

% Save database configto file...

Database options include Microsoft SQL Server, Database Type |Mimsﬂﬁ SQL Server w |
Microsoft Azure (cloud SQL server).

Server [BYTESTATION2\TESTING |

Database |Assist|'~'1yTeamHEIpdesld]E |

rasswort

Use Integrated Security
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;_‘, Configure drop-down lists Managerial Tools

Step 2

Helpdesk Settings | and settings

. . LI'I_I Info Data Source I:(g

Manager configures helpdesk settings o elp
€n Ol e
and drop downs Spen & Bxport RS . Dashboard
Callers list Agents fist

Helpdesk administrator defines drop-down lists Save As )|
such as agents, callers, problems as well as Save Attachmente D Statistics
emails templates, messaging options etc. With . bl‘ i B
these global settings, manager can streamline Prin ASEE;I\TTIIE?LRIIEEIC))N =
the behavior on how all agents work on support OF ]:HE HELPDESK Reports Generator
cases in Outlook. Costorm Fice FROM OUTLOOK A Demo Cones

— Reset Connection

@

Templates
Manager

Help Tapics

[ Video Tutorials

n
Check Update

Office Account Natification
Options v
Feedback
1, License
: 4
Options
Case Options % Visit home page
% Knowledge base
I? %Support Subscriptior
Advanced
Manager Options About

Home Send / Receive Falder View Help

AssistMyTeam Helpdesk Q Tell me what you wan

Step 3 'e BEE & =D B

5 5 M

. . . . My My Report My Settlngs Mew Convert Add to existing Resetlink Create Reply
TeChnICIan InSta"S Agent add'l n Dashboard Generator Statistics E Case tocase case ¥ toCase KB with a KB
AssistMyTeam Helpdesk (11.0.1.278) .
. . *
The Agent tool consists of an Outlook add-in 4 Inbox 21 < S s
earch Current Mallbﬁx,.
that has all the logic and functionalities of the {7 Drafts HELPDESK o Unres HEiPDESK TOOLEB
. . Sent . nrea . 3% R

helpdesk application. Each agent of the e DASHBOARD —

{5 Trash DB |0 |suslecT
helpdesk who would work on cases needs to N PANEL €. New ficket submitted from Support page
H t RE: Mew ticket submitted from Support page
InSta" the HelpdeSk Agent tOOI. Deleted Messages ". RE: New ticket submitted from Support page

After a successful install, you will see that
dashboard panel, toolbars or ribbons are

Mail Calendar People Tasks Notes Folders Shortcuts

#4 AssistMyTeam Helpdesk - Dashboard

added in the explorer and inspector windows
fM ft 0 tl k ﬁ New Case ||+ Scope: All Self 3 Tile: | 2 9 6 3 0
(0} ICroso utiook. Net Not |
Search Cases ~ || Type keywords and press [Enter] | TEEIELED Open et Assigned || Answered
Note: Apart from the managerial tool, helpdesk % Time Period | Any v Case Type | Any || 5 Columns.
administrators also need to install the Agent tool if they iy Search Result : 15 cases found! Group by | None ~ Show
&
have to work on support cases themselves. T FReply | @Reply kB | L3 Edit | L5 ReOpen |12 Delete ! Merge Cases | B Export As | &S5 Print
E CASE NUMBER  SUBIECT AGENTS CALLER MAME DUE DATE
=L Y
L:fa =1 [1] iPod freezes and won't shutdown Adam Smith Mardo Gargia 8/2/2021 S41:00 PM
= Rz [2] Mac ©5 ¥ 10.5: Can receive email, but not ...  Aung Hun Sunil Kumar 8/5/2021 9:41:00 PM
E [EE] [3] How to setup AirPort Base Station and Ne... Aung Hun Mardo Gargia 8/1/2021 S:40:37 PM
3 |j 4 [4] iPod won't turn on! Adrien Silva Abu Hakim 8/6/2021 S:41:00 PM
1 Bs [5] Troubleshooting the MacBook Air SuperD... Aaron Beit Mardo Gargia T/4/2021 9:40:37 PM
A L,}w [10] How to enable DVD or CD Sharing featu... Adam Smith Mardo Gargia 7/26/2021 %:40:38 PM
L,'}EE [6] How to use Remote Disc to share DVDs 0...  Abel Conie Sunil Kumar T/18/2021 9:40:37 PM I

}‘;:’\Hhihl MyTeam
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Step 4

Caller submits support request via

email or phone call

My Report My Settings
Dashboard Generator Statistics v
AssisthyTeam Helpwss (11.0.283.0)

An end-user experiencing technical challenges
contact helpdesk requesting for support by

sending an email or by making a phone call. p A
These support requests are then logged and Inbox Search Current Manimx
converted to cases in Outlook. 7 Drafts .
Sent It All Unread =
Further details and drop-down lists (such as the [ »ent tems A0 s .
classification of problems the request falls into) [ Deleted ltems : 1
can then be set, by a supervisor or manager. fa Junk Email _ o A '
Outh ] iPod freezes and won't shutdown
=] Qutbox

4  Date: Monday

O Search Folders @J test me

[1] iPod freezes and won't shutdown - Discussion

Discussion
@ Case 'hé/\ Time {2) ,:_,( Notes (1) Lé Related Cases ﬂThis message was sent with High importance,
Ongoing Case #1  [azegrasieign ) EECEEEEY
m o m | % Callers list | | L5 GAL | Case Status: Invalid
= EC. — . Fri 8/13/2021 11:55 PNV
Received 8172021 11:55:00 PW Email mardo garcia @assistmyteam co v| From ASS|StM‘\ Posted On e
Created on 1412021 11:55:00 PM : | & Reply to Caller | ‘
) Display Name Mardo Gargia - Posted To Cases
Pt A TR Phane 543460029 | Eﬂ Reply with a KB Conversation iPod freezes and won't shutdown
Eeaedby SumglHiey Mobile 7122323111 | Subject [[11.iPad fraezes and won't shutdawn
I AssistlyT: S rt
M=ty Sl Address G4, Hummer Avenue, Miami, Florida W ==
First Response | 8/1/2021 11:55:00 PM 9084 [ Agents
Case Age 9 days, 12 hours, 28 minutes | =4 Edit Solution |
Status Invalid | Company KiloStar Engine ~ | | 3 Mk Compl |
ar] mplete f 1 |
i High < | IICESENE) [Aung Hun My iPod freezes and won't shutdown! Please help.
Category Music Players v| | Badd
Type |iF‘od Classic ~ | Self . | Gé Save to DB |
L LU AETT] Respond Date | 8/15/2021 Vl | 7:55:00 PM IZ” | [ & Remove from DB |
Due Date [ 81572021 | [11:55:00 P 2] [ 5 | T WseessDm |
RESPONSE DURATION:
There are no custom fields defined First response to caller was initiated in 3 days, 3 hours | 3 Make KB |
OPEN DURATION: | HEgot || GPrint |
Still active, 9 days, 12 hours, 28 minutes since it was
raised | @llDiscarddBxit |
RAISE DURATION:
Raized in 3 days after the first request was recsived "4 Forvard |Z| IE‘
BREACH DURATION: .
1 day. 11 hours, 31 minutes left to resclve this case Build: 11.0.283.0

Step 5 g, |emow

| | Albert Souza

+ | @n| | Alexander Buck
Assign agents to the case [l 31\
Typically, a manager assigns the best agents to the case for Respond By Date | 1/19/2017 ~ | [ 2:44:47PM |
fulfillment of the service and speedy resolution. Due Date | 1/19/2017 ~ H 8:44:46 PM |2

Furthermore, in the helpdesk settings, administrator can link and associate individual agent to a caller, or to a problem type such
that when a new support request email is received, if there is a match between agent and the caller (read as sender), or if a
problem type is found in the email subject, the associated agents will get assigned automatically to the case.

Assigned agents then get notified through an automated email. Optionally, the due date of the case is entered into the personal
calendar of the agent’s mailbox.

Page6
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Step 6

Agents collaborate to resolve the case

The assigned agents then proceed to fulfill and resolve the case in Outlook. Helpdesk manager may set due date and other
deliverables on the particular case for the assigned agents, for quality check purposes. Further correspondence to the caller might
follow (in the form of emails, phone calls). All activities related to the case are logged and agents can fill time spent and assign
additional agents if needed. All email conversations and notes can be accessed and tracked right from the case form itself, without
the need to scan through your Inboxes for past replies.

Step 7

Caller follows-up via email

The caller can reply back to email from the helpdesk and the response automatically triggers an escalation on that particular
support case. If a response from the caller on an existing case is received, the assigned agents are notified automatically. If the
case has been resolved, AssistMyTeam Helpdesk automatically re-opens and marks it as an ongoing case.

[1] iPod freezes and won't shutdown - Discussion

oThis message was sent with High importance.

Resolved Case
t (5 GAL #1 | CasePriority High  CaseStstusResowed

H Fri 8/13/2021 11
TR = R AssistMyTeam Support <support@g resteaon

Pasted To Cases
| Conversation iPod freezes and won't shutdown

‘ ¥ Reply with a KB

Subject | 11 iPad freezes and won't shutdown

2. Miami, Florida 8/14/2021 4:32:03 PM Case Closure Notification Sent to Mardo Gargia

2 | BAE@Soion | 147501 4:31:12 PM Reply received from Mardo Garcia
} ‘ _laa' Make Changes |
| ‘ * Beopen | This works! Thank you very much.
[ =}
AL L P Mardo
i ‘ @ Save to DB |
':I:SE-:E-E- P = | [ ‘ (& Remove from DB | 8/14/2021 4:26:37 PM Reply sent to Caller {(Mardo Gargia) by Agent (AssistMyTeam Support)
- - L
©35:00 PM || [ ‘ H? Save As Draf | Hi Mardo Gargia,
= Thank you. Could you try the below workaround:
1 3 days, 3 hours ‘ I_Tﬂ Make KB | Y Y v N ;
Press and hold bath the Sleep/Wake and Hame button until the screen turns off. Wait for yot
' - | & Export | | (&) Print | device to restart., Still need help? Plug into power, then try again.
(=]
. @lDiscard 8Bt |

- Best Regards,
e e st ean

8/14/2021 4:19:27 PM Reply received from Mardo Garcia

AR ILES) S Build: 11.0.283.0

R |

‘a" Hi Support,
.." Here are the info you had requested: iPod Touch, 160 GB variant blue color, manufactured

o year — 2015

i‘.
'.°.‘ Hope this helps!
Mardo
CONSOLIDATED

C ON‘V'ERSJALTI ON 8/14/2021 4:15:39 PM Reply sent to Caller (Mardo Gargia) by Agent (AssistMyTeam Support)

SHO“TS J‘QLLL THE Hi Mardo Gargia,
C OBMMCJA_TIONS Please tell us the model and variant info of your iPod.
B ET“TE EN THE Best Regards,

Support Team
CALLER AND THE  551asawmobiniscisioniecsied fomcoier ardo Garsa Ml
HELPDESK
My iPod freezes and won't shutdown! Please help.
;‘;ﬁ.ﬁﬁiﬁl MyTeam
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Step 8

Agent closes case after providing a

resolution

Once every parameter of the caller's request has
been fulfilled, a case be closed. At the same time,
the caller gets notified automatically on the
closure of the case.

Step 9

Agent adds resolution to knowledge base

[

ok \

Email

Display Name
Phone

Maobile
Address

Company

|_ASSIGN (1)

CALLER |

Helpdesk for Outlo

| Ongoing Case #1

Ceallerslist || HGAL
|mardu.garcia @assistmyteam.cc | | . |
to Call

| Mardo Gargia | E dec! =
| = -'f* | Eﬂ Reply with a KB
7122323111 e, |
Eélé;lummer Avenue, Miami, Flci:n'rﬂa“' % ﬂ:::

* [ ¢ Edit Solution |
|h’iIuStar Engine - | | gi! | Compl
Aung Hun Iﬁl s etk =

(¥ 1]
s

A closed case can be a good source of future reference and agent can create a new knowledge base entry based on the case. It is
then available in the list of articles under the integrated knowledge base, categorized and sorted, ready for your agents to draw from
when similar issues arise. Additionally, helpdesk administrator can choose to publish these articles to their website or intranet to
provide first level support to potential support requests from end-users.

3 Helpdesk Dashboard - Listing as of 8/14/2021 3:51:39 PM

| TjNewCase [¢/@ BAltems O AMytems [Homonal ~|| 0 5 5 0 0
Mot Mot
|Seard"| Adicles VHT;-,-'pe keywords and press [Enter] | R Cpen Resoives Assigned Answel
g Time Period |4"m1|' v| Article Type |Anp v|| =5 Columns... |
o Search Result : 5 articles found! Group By | Mone e |
%@ Mew Articte | 3 Edit | 5§ Forward | [4 Remove | Export As | &S5 Print

o

d ] SUBJECT CATEGORY TYPE CREATED BY

E fﬂ.‘l [KE-1}) How to Use non-standard discs in optical ...  Motebooks MacBook Abel Conie

= fﬂz [KE-2) MacBook Pro: How to remove or install the... Motebooks MacBook Pro Adam Smith
U_é fﬂ. 3 [KE-3) MacBook Pro: How to install memory Motebooks MacBook Pro Adam Smith

g fﬂ.rﬂf [KE-3) Apple Portables: How to disconnect the M... Motebooks MacBook Aung Hun

- fﬂE [KEB-5) The drive doesn't accept any discs Desktops Computers  Mac Mini Aaron Beit

}‘;!\ssismyl eam
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Manager generates statistical and trend reports

To identify problem areas and increase helpdesk
efficiency, senior management runs the
statistical tool from time to time, collecting
valuable intelligence and trends and generating
meaningful reports.

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

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

Page9
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\ Summary Reports

Time Period This Month w

Report Type Cases Due v

Search by Mone i

Group by Company v

Scope () all () My Cases Reset E
&) Print B Export to File Exit

st [0 HTML g EditsbleiTl [ Grid

Report

Generated by : AssistMyTeam Support
Time : 1/18/2017 12:08:07 AM

Cases Due : This Month [1/1/2017 to 1/18/2017] - 28 Cases
Breach

Subject Case Mumber  Caller Name  Raise Duration Open Duration Duration Status
Company: Angel Heart Hospital (3)
[37] iPod won't turn on! 37 Reiter Ask 5 days 2days 23hrs 29mins 0 mins

Company: DSFF Gyms (3)

t[:ﬁ]nr:?Z;deen];gils: Can receive emai, 41 Rodriguez Jes & days 2days 23hrs 29mins |0 mins Delayed
[Podwontiunont  ENFerechFo  14days  EEVEISRSIATINGN S mins Processing
[99] MacBook Pro: How to install memory SN Jaccbs Jab  2days  GIEESRSHMM 5 s 50 mins VNN
Company: KiloStar Engine (4)

giugolziwnload: Attachment Manager for info@assistmyl 1 day 16 hrz 23 10 days 5 hrs 23 ming g :1?:: Ghrs
g:lﬁp]e'{g:;beleshoohng the MacBook Air 45 Kovacs Serbia 9 days 2days 23hrs 29mins |0 mins -

51 Lefebvre Frenc 15 days 2 days 23 hrs 29 mins

[51] Troubleshooting the MacBook Air
SuperDrive 55555

Company: Michellin Fashion (6}

=}
EX
5
@

[35] Troubleshooting the MacBook Air
SuperDrive

=}
2
5
o

Virtanen Singh |15 days 2 days 23 hrs 29 mins
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3. Requirements

AssistMyTeam Helpdesk is available right inside your Outlook unlike any other standalone application and web-based help desk
software. It can be easily deployed through an installer (manually or via a group policy object with MSI) across the entire
organization.

Please make sure that your system meets the following requirements before installing AssistMyTeam Helpdesk for Outlook:

Windows Version Windows Vista, 7, 8, 8.1, 10, 11. Both 32-bit and 64-bit OS are supported.

Outlook Version Outlook 2019, 2016, 2013, 2010. AssistMyTeam Helpdesk operates directly inside the
Microsoft Outlook application (using Microsoft's "COM add-in" technology). Outlook
Express is not supported.

Database All versions and editions (including Express edition) of SQL Server are supported including
cloud services such as Amazon RDS and Microsoft Azure SQL.

.NET Framework Microsoft .NET Framework 4.6.1

-;\‘.-/;;'Hsiﬁl\rlyl eam
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4. Installation Information

This install is meant for agents and technicians who would be working on support cases from within their Outlook. Before you install
the agent tool, make sure the helpdesk SQL database had been already created and configured by your manager, and that you know
the database name, your credentials to the SQL server if Windows authentication is not configured (ask your helpdesk manager).
This is required because when you start Outlook after installing the Agent add-in, you will be asked to enter the SQL server logon
information as well as the database name (if different from the default name ‘AssistMyTeamHelpdeskDB’).

Download link: SETUPS
There are two different setup types:

For 'Per User Installation' (ideal for standalone single user/workstation)
AssistMyTeamHelpdeskSetups_x86.zip (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskSetups_x64.zip (for 64-bit Outlook 2010, 2013, 2016, 2019)

For 'Per Machine Installation’' (ideal for installing on Citrix and Terminal Servers)
AssistMyTeamHelpdeskSetups_x86_Citrix.zip (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskSetups_x64 _Citrix.zip (for 64-bit Outlook 2010, 2013, 2016, 2019)

The downloaded zip file contains 3 files: AssistMyTeamHelpdeskManagerSetup_xXX.exe,
AssistMyTeamHelpdeskAgentSetup_xXX.exe and VersionInfo.txt where ‘xXX' can be either x86 (32-bit Outlook) or x64 (64-bit
Outlook)

Extract these file contents to a file folder. It is recommended that you place the setup files on a shared network folder, such that all
users can have access to it, and ease the installation and upgrade process.

Per User Installation and Per Machine Installation

In Per User Installation, both the Manager and Agent installs are performed 100% on the local system and nothing is installed on
your Exchange or Windows Server. Further, this install is intended to serve only the current logged on user of the
system/workstation and will be installed under the user's application data folder (instead of Programs Files folder) and no elevated
permission is required (This is known as per user installation). So, there won't be a prompt from UAC to allow this install unless you
change the install directory to say, Programs Files which will warrant an elevated permission/UAC prompt. If the same system is
used by multiple agents, each user needs to install AssistMyTeam Helpdesk add-in on their profile with the default installation
folder location.

Per Machine Installation: If you have the need to have a single install that serves all users of the system (i.e., per machine
installation, which technically means the files will be installed under Program files folder and the add-in will be registered under
HKEY_LOCAL_MACHINE registry hive rather than HKEY_CURRENT_USER), download the Citrix/Terminal Server version of the
setups to perform a per machine installation.

The Agent setup is of two different types - one each for 32-bit Outlook and 64-bit Outlook

For Per User Installation:
AssistMyTeamHelpdeskAgentSetup x86.exe (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskAgentSetup x64.exe (for 64-bit Outlook 2010, 2013, 2016, 2019)

For Per Machine Installation:
AssistMyTeamHelpdeskAgentSetup x86_Citrix.exe (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskAgentSetup_x64_Citrix.exe (for 64-bit Outlook 2010, 2013, 2016, 2019)

Note: if the administrator/manager needs to work on support cases, the agent tool also needs to be installed, apart from the
managerial portion. It is perfectly normal to have both Manager and Agent add-ins installed on the same machine. However, for
normal agents, just the agent add-in is enough to work with the support cases in Outlook.


https://www.assistmyteam.com/helpdesk-addins/download-setup/team-helpdesk-for-outlook/
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4.1 Installation Steps

The Agent installation mainly consists of an Outlook add-in that has all the logic and functionalities of the helpdesk
application. It needs to be installed by all agents who will be working with cases in Outlook. Before you continue the

installation, it is recommended that Microsoft Outlook is shutdown (if active).

Step 1. Run the AssistMyTeamHelpdeskAgentSetup_xXX.exe to start the installation. Click 'Next' to Continue. If Outlook

2010 or later is not installed, the setup wizard will not be able to proceed. Please also ensure Outlook is shutdown (if already

running or active in the task manager) as the setup has to install an Outlook add-in.

ﬁ AssisthMyTeam Helpdesk Agent (x86) Setup >

Welcome to AssistMyTeam
Helpdesk Agent (x86) Setup
Wizard

The Setup Wizard will install AssistMyTeam Helpdesk Agent
(x86) on your computer. Click Mext to continue or Cancel to
exit the Setup Wizard.

Step 2. Select the appropriate destination folder where the application files will be installed. If you change the default

folder path, please make sure you have appropriate permission. (Note: by default, it will be installed under your application

data folder)

ﬁ AssistMyTeam Helpdesk Agent (x36) Setup —

Select Installation Folder
This is the folder where AssistMyTeam Helpdesk Agent (x86) will be installed.

To install in this folder, dick "Mext®. To install to a different folder, enter it below or didk
“Browse",

Folder:
IC:‘l,l_Jsers‘lbahrur‘lﬁ.ppﬂaiﬁ‘lﬂuaming‘lﬁ.ssish‘dyTeam‘lﬁ.ssish‘dyTeam He Browse. ..

Advanced Installer
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Step 3. Click 'Next' to continue with the files extraction. It just takes a few minutes to complete the whole copying process

ﬂ AssistMyTeam Helpdesk Agent (x86) Setup

Installing AssistMyTeam Helpdesk Agent (xB6)

Flease wait while the Setup Wizard installs AssistMyTeam Helpdesk Agent (x86).
This may take several minutes.

Status:

Advanced Installer

Step 4. Click 'Finish’. This ends the files installation process in your system. Now start Microsoft Outlook

ﬂ AssistMyTeam Helpdesk Agent (x86) Setup >

Completing the AssistMyTeam
Helpdesk Agent (x86) Setup
Wizard

Click the Finish button to exit the Setup Wizard.

< Back Cancel

Now start Microsoft Outlook. If the agent add-in installation was successful, you will see a new menu item 'AssistMyTeam Helpdesk’
in Outlook (after help menu).

;‘;:’\shihl MyTeam
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4.2 Establish connection to helpdesk database

The final step is linking up your Helpdesk Agent add-in with a configured SQL Server database. When you start Outlook, you will be
prompted to enter the SQL Server details so that the add-in can link up with the existing helpdesk database.

¥ Administration Panel : Helpdesk Settings Data Source

=

Save Exit

Where is the Helpdesk Settings saved?

Database Type |MicrnsoFt SOL Server w | Mare info on this database option..,
Server |E|"|"TE5T ATIOMZYTESTING | L _ﬁ Test
Database |.ﬁ.ssist|'~'1yTeamHelpdesld]E | .jhl:hnnse... {Optional)

Password

Use Integrated Security
Connection to SQL Server BYTESTATIONZATESTING' succeeded!

Connection to database ‘AssistMyTeamHelpdeskDB' succesded!

Once you feed your credentials into the SQL Server or Azure Cloud, click ‘Save’ button. Consequently, the agent add-in will be
connected to the helpdesk database, enabling you to raise new cases from emails, or view them in the dashboard panel.

'-_'- S = Inbox - support@assistmyteam.com - Outlook

Home Send / Receive Folder View AssisthyTeam Helpdesk _ Tell me what you want to do

= B B EE & =3 3

Wy Repart My Settmgs Mew Convert Add to Existing Reset link Create Reply
Dashboard Generator Statistics - Casze to Case Case - to Case KE with a KB

AssistMyTeam Helpdesk (11.0.289.0)

“ Inbox 22 ‘ | Search Current Mailbosx P a
4 [ Drafts
= All - Unread By
Cases I| O |E o |suBECT |RECEVED ¥ |s1zE [BILLING IME
Macbook battery won't charge more than 508 5at 8/14/2021 11:35 PM 4 KB
b = Sent Mew Inquiry from Contact page Fri 8/13/2021 9:55 PM 2KE
E‘ Trash 4 [‘_’:‘-{"_ RE: Mew ticket submitted from Support page  Fri 8/13/2021 8:47 PM 34 KB
Archive Many thanks for your Email Fri 8/13/2021 3:21 PM 109 KB

Mail Calendar People Tasks Notes Folders Shortcuts

#3 Helpdesk Dashboard - Listing as of 8/16/2021 6:24:47 PM

IE ® B Al ems (O & My ltems Horizontal =~ 1 5 5 0 0 0 0 0

Mot Mot Bresches Bresches Total
|Search Cazes ~ ||T'_-,r|::e keywords and press [Enter] | TEEEENED Open B Assigned Answered Today this Wesk Breaches
Time Period |,,um],- v| Case Type |,,um],- v” ] columns.. |
Search Result : 10 cases found! Group by |None V||‘_;;-|

Flreply | %@ ReplykB | [F Edit | 53 Resolve | B3 ReOpen |2 Delete | S Merge Cases B Export A5 | & Print

= CASE NUMBER  SUBJECT AGENTS DUE DATE CALLER MAME STATUS RESOLVED CATEGORY
=1 [1] iPod freezes and won't shutdo..,  Adam Smith 8/16/2021 12:...  Davis Wong Due Lapsed False Music Players

ALLERS |.§, AHTICLESl f cases

=2 [2] Mac ©5% X 10.5: Can receive ema... Adrien Silva 8/20/2021 12:... David Webs Response Sent False Cperating Systems
B3 [3] How to setup AirPort Base Stati.. Abel Conie  8/17/202112... David Webs False Applications
| [4] iPod won't turn on! Adam 5Smith 8/18/2021 12:...  Davis Wong Delayed False Music Players
ﬂ 5 [5] Troubleshooting the MacBook ... Aaron Eeit 8/19/2021 12:... Mardo Gargia Response Lapsed False Motebooks
LJ}IE [6] How to use Remote Disc to sha... Aung Hun 8/15/202112:.... Mardo Gargia Resolved True Desktops Computers
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Additional step for Agents on the SQL database.

Make sure that you have adequate permission to access and update the tables in that database i.e., db_datareader and
db_datawriter permission on the AssistMyTeam Helpdesk SQL database.

Database role membership for: AssistMy TeamHelpdesk DB

Connection
db_accessadmin
Server:
BYTESTATIOMN'\SQLEXFRESS
Connection:
BYTESTATION wser | db ddladmln

3 v . i [7] db_derydatareader
iew connection properties db_denydatawriter

db_owner
Progress db_securityadmin
public

Rearv

The installation folder in your primary drive depends on the installation type you had chosen - Per User or Per Machine.
For 'Per User Installation’, it would be

C:\Users\[USER]\AppData\Roaming\AssistMyTeam\AssistMyTeam Helpdesk Agent (x64 or x86)

For 'Per Machine Installation’, it would be

C:\Program files (x86)\AssistMyTeam\AssistMyTeam Helpdesk Agent (x86 or x64)

PagelS
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5. Working with Helpdesk Dashboards

The helpdesk dashboards are a powerful monitoring tool. They provide an overview of the most important helpdesk metrics
and enables identification of problems and bottlenecks in a quick glance. They are also the main interfaces with which agents
interact with cases, articles and callers stored in the helpdesk database. Using the dashboard, agents can prioritize and track
their performance better by getting a rundown of their case backlogs.

Inbox - Outlook

Home Send / Receive Folder View AssisthMyTeam Helpdesk Q Tell me what you want to do

= Bl BH E2as & =5 5

Iy My Report My Settlngs MNew Convert Add to Existing Reset link Create Reply

Dashboard Generator Statistics v Case to Case Case v to Case KB with a KB
AssisthiyTeam Helpdesk (11.0.288.0)
£
4 nbox .
: B ‘ Search Current Mailbox Fl
4 [ Drafts
i All Unread
Articles N
1 -
Cases DB @ |suBlECT IVED |BiILL
4 Date: Toda
I I Sent v
I RE: Resolved Tickets showing as not resolve
'E,‘ Trash : - ¥
i SW: Live Chat offline message received from {J BIDCE
Archive RE: AssistMyTeam - Jooble collaboration »
sle C
Deleted Messages Many thanks for your Email - L
9 00

Mail Calendar People Tasks Notes Folders Shortcuts

4 Helpdesk Dashboard - Listing as of 8/16/2021 9:54:46 PM

B@BNI ltems () My ltems Horizontal 1 5 5 0 0 0 0 10 5

Mot Mot Breaches Total 2

|Search Cases w ||Ty|:e keywords and press [Enter] | Trizislizy Open =L e Assigned Brswersd Totay thisWeek || Breaches || TotiCases [ Total Articles
Q Time Periad |,qny v| Case Type |,pmy v|| [ Columns.. |

=1

o Search Result : 10 cases found! Group by |Nor‘|e V| ‘f-

@ - . - -
— ¥ Reply | “GEReplykB | ¥ Edit | [FResolve | L5 ReOpen |73 Delete | St Merge Cases I Export As | (Eh Print

W

0l

d = CASE MUMBER  SUBIECT AGENTS DUE DATE CALLER MAME STATUS RESOLVED  CATEGORY PRIORITY

E E1 [1]1iPod freezes and won't shutdo... Adam Smith 8/16/202112:...  Davis Wong Due Lapsed False Music Players High

= EF [2] Mac OS5 X 10.5: Can receive ema... Adrien Silva 8/20/2021 12:...  David Webs Response Sent False Operating Systems

LLa = [3] How to setup AirPort Base Stati.. Abel Conie 817/2021 12, David Webs Due Lapsed False Applications

% ﬁ 4 [4] iPod won't turn on! Adam Smith 8/18/2021 12:...  Davis Wong Delayed False Music Players

= Es [5] Troubleshooting the MacBook ... Aaron Beit 8/19/2021 1.,  Mardo Gargia Response Lapsed False Motebooks

- Y

5 =6 [6] How to use Remote Disc to sha.. Aung Hun 8/15/2021 12... Mardo Gargia Resolved True Desktops Computers

85 L&T [7]1 How to install applications usi...  Adam Smith 8/7/2021 12:4...  Maria Rodriguez Resolved True Motebooks
= L;}B [8] Useful keyboard and trackpad ... Abel Conie 8/17/202112:... Mardo Gargia Resolved True Operating Systems High

L&Q [9] Where can | find the external p... Abel Conie 8772021 12:4... Davis Wong Resolved True Motebooks Low
B0 [10] How to enable DVD or CD Sh..  Abel Conie  §13/202112... Maria Rodriguez Resolved True Motebooks

ltems: 2,238 Unread: 22

The helpdesk dashboard contains three sections — Cases, Articles and Callers. The dashboard is refreshed every few minutes
so that agents are looking at the information in the dashboard from the most current state of the helpdesk data. Instead of
having to run a number of queries, the add-in runs these searches automatically, making sure that you are never looking at
stale data. You won't have to remember to run important searches once you have selected the parameters in the dashboard -
you'll be able to spend your time gaining insight into your assigned cases as well as overall state of your helpdesk.

The helpdesk dashboard panel can be found attached at the bottom portion of your Microsoft Outlook. The dashboard can be
resized, adjusted or minimized in your Outlook explorer so that you can interchangeably switch and work between your
emails and the cases stored in your external database.

Sat &14 16, 021 12:40

=] Outbox 4KB

¥l el New Inquiry from Contact page
Ternplates (This... 2KB

L Search Folders RE: Mew ticket submitted from Support page Helpdesk Dashboard
Mail Calendar People Tasks Notes Fold€ LUl Ul
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5.1 Understanding the general dashboard Ul

ing as of 8/16/2021 1:04:28 PM
Alltems (O _&Myltems | Horzontal 1 5 5 0 0
|5&ard'| Cases W ||T'_-.f|::e keywords and press [Enter] | Today's New Open Rlescived AE:;tnad Ansrf;red
@ Time Period | Any v | Case Type | Any ~|| £ columns.. |

2
@‘So Search Result : 10 cases found! Graup by |Mune v||._;i-|

—— ¥ Reply | %@ ReplykB | [P Edit | [ Resolve |2 Delete ! Merge Cases | [BE| Export s | 5 Print

g CASE MUMEER SUBJECT AGENTS DUE DATE CALLER MAME STATUS

':_c -LE‘I [1] iPod freezes and won't shutdo...  Adam Smith B162021 12:...  Davis Wong Deferred

f 2 [2] Mac O5 X 10,5 Can recegive ema... Adrien Silva 8/20/2021 125...  David Webs Response Sent

B, [3] How to setup AirPort Base Stati.. Abel Conie  8/17/202112:... David Webs

% |j 4 [4] iPod won't turn on! Adam Smith 818/2021 12:...  Davis Wong Delayed

= |_|h 5 [5] Troubleshooting the MacBook ...  Aaron Beit 8192021 12:...  Mardo Gargia Response Lapsed

3 & [6] How to use Remote Discto sha.., Aung Hun 8152021 12.... Mardo Gargia Resolved

5 o T [7] How to install applications usi...  Adam 5Smith &7/202112:4... Maria Rodriguez Resolved

_— B [8] Useful keyboard and trackpad ... Abel Conie 72021 12...  Mardo Gargia Resolved
L&Q [9] Where can | find the external p... Abel Conie 72021 124, Davis Wong Resolved
L&‘ID [10] How to enable DVD or CD Sh...  Abel Conie 81372021 12:...  Maria Rodriguez Resolved

The Cases Dashboard section is where agents will interact and work with their assigned cases. Cases can be extracted
from the database based on time period and/or types of incidents.

The Articles Dashboard section is where agents can view or search knowledge base articles for a possible solution to their
assigned cases. Additionally, agent can create and publish new article directly from this section.

The Callers Dashboard section is where agents can see the contact details of their assigned or responsible callers. Agent
can also instantly create new caller directly from this section.

Create a new empty case in the database. A form will be displayed that agent needs to fill in the caller, problem

e e e

information.
BH Untitled - Discussion
File Discussion
O o © T ) k) s Pt Cwesmaes
5 Colls Lty 2 \ ezoan 1
EID [Empty (D] [ callesist || EBGAL | com AssistMyTeam St posteson Mon 8/16/2021 11:54 PM
Received 81612021 11:54:24 PM Email _v| -Ei
mal = 4% 1Reply to Caller Posted To Cases
Created on §
. Display Name 8 Conversation
Modified B16/2021 11:54:24 PM Phone Eﬂ Reply with a KB Subject |
Created By Mobile Disable Alerts for
Modified By Address [] Callers |
FirstR 3ME/2021 11:54:24 P [ Agents
cue
o — e =
ark Complete
Priority MNomal v m AssistMyTeam Support P
Category ~ &I
Type é =£3 |i| %Save to DB
custon reLo| Remerdome | DI BI[E
oeose LBl &ll%
There are no custom fields defined
BE
Build: 11.0.2859.0

e To create a new KB article or a caller, choose from the menu that pops down when pressing the plus button.
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L 3 Helpdesk Dashboard - Listing as of 8/17/2
?ﬁ New Case E@_EN| ltems () 3

eply with a resolution

Search Cases ||E|ﬁ Mew Article |E
B

1 Time Peri{ -4 New Caller

=

By default, the information and data that are shown in the dashboards are from all items created or assigned to all
agents. To filter and only show information with regards to their assigned cases, articles or callers, an agent can choose
‘My ltems’ only option.

If the agent specifies some keywords, the add-in will perform a full-text search for the matching keywords on all fields of
the case, article or the caller, including the description and consolidated conversation.

The placement of the summary information can be made to change from horizontal (default) to vertical depending on
the placement of the dashboard panel in Outlook Explorer. For instance, if you place the dashboard on the left or right
pane of Outlook, it is recommended that you choose the vertical placement of the summary information as this will give
you more optimum working region.

The summary information are real-time readings from your helpdesk database. There are 11 boxes — 9 for cases, 1 each
for articles and callers. You can click the number or label in the box to load and show those cases, articles or callers in the
corresponding dashboard section.

0 5 5 0 0 0 1 1 10 5 3)
TodsysNew  Cper Resolved ,,ﬁ::‘re: Arﬁ”:; - B.I":Th"f tiﬁﬁ Br;—:c“h:ﬁ TotslCasss | Totsl Amicles | Totsl Callers

What each box means?

Today’s New - Cases that were logged today

Open — Cases that are ongoing

Resolved - Cases that are closed or completed

Not Assigned — Cases that are yet to be assigned to agents

Not Answered - Cases that are yet to be replied to the callers since their creation.
Breaches Today - Cases that are due today

Breaches This Week — Cases that are due this week

Total Breaches - the total number of Cases in the database that are due

Total Cases - the total number of Cases, both ongoing and closed in the database
Total Articles - the total number of articles in the database

Total Callers - the total number of callers in the database
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5.2 Cases Dashboard

The Cases Dashboard section is where agents will interact and work with their assigned cases. Cases can be extracted from
the database based on time period and/or types of incidents.

m Time Period |-l"l-l‘lll' o Case Type | Any VH CDIumns_os"M" 5

Q Cnigoing 5
@3 o Search ngm ca Gmu;@uune Mﬂﬁl 0
—E‘Reply t‘é eply KB |_?3“} Ig}Res::uI\re }D Delete L Merge Cases EE}cpn 5 Print

g = CASE NUMEBER  SUBIECT AGEMTS DUE DATE CALLER MAME STATUS RESCLVED

':_c [1] iPod freezes and won't shutdo...  Adam Smith 2M1e/2021 12... Davis Wong Due Lapsed

:I EF [2] Mac O5 X 10.5: Can receive ema... Adrien Silva 8/20;202112:... David Webs Response Sent False
8 g e [3] How to setup AirPort Base Stati... Abel Conie  /17/202112... David Webs False

% Ij 4 [4] iPod won't turn on! Adam Smith 218/202112:... Davis Wong Delayed False

. Ij 5 [5] Troubleshooting the MacBook ... Aaron Beit &M19/2021 12, Mardo Gargia Response Lapsed False

5 I_g}ﬁ [6] How to use Remote Disc to sha... Aung Hun &M15/202112:... Mardo Gargia Resolved True

2% Ly}? [7] How to install applications usi...  Adam Smith &7/2021 12:4...  Maria Rodriguez Resolved True
= Ly}ﬂ [8] Useful keyboard and trackpad ... Abel Conie 17202112,  Mardo Gargia Resolved True

Ly}g [8] Where can | find the external p... Abel Conie 72021 12:4,.. Davis Wong Resolved True

Choose a time period from the followings under which the search will be confined:

Any

Today
Yesterday
Tomorrow
This week
Last Week
Next Week
This Month
Last Month
Next Month
This Year
Last Year
Date Range...
On

e Case Type

Choose a report type from the predefined ones below:

Any

Cases Created

Cases Resolved

Cases Ongoing

Cases Worked

Cases Due

Cases Not Responded

Cases Unassigned

Cases Assigned

Cases lapsed - Due Time
Cases lapsed - Response Time
Cases with no Due Date
Cases with no Response Date
Cases with no Caller

Cases With High Priority
Cases With Normal Priority
Cases With Low Priority

}‘;!\ssismyl eam
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e Group By

You can choose to group the cases either with - Agents, Status, Problem Category, Problem Type, Caller, Company,
Priority, or Author.

e Choose Fields or Columns

You are free to choose which particular helpdesk fields/columns show up in the search result and report. Just click the
'Fields' button, and choose the wanted columns to include.

Choose columns to display =

Mandatory Fields Confirm

C®=Casze Mumber
C® Subject Cancel

Optional Fields &)
T Agents

C= Due Date
C=Caller Name
[ CmCaller Email
(] == Mabile

[ == Phone

[ C= Address

] C=Company
Lce Fespond By Date
== Resolved

[ == Closed on
[ CeCategory ChDDSE Yﬂur own

(JC=Type columns to display

T Status - T
)= Frst Response in the listings
[ == Request Received
= Priority

L[] C=Time Spent

[ | =@Created on

e RA_

The tool will remember your choice in subsequent runs. You can re-arrange the columns by drag-and-drop to get the kind
of view you want. And the display order of the columns will be retained in subsequent sessions.

e Show Cases

Click this button to search the helpdesk database for Cases that match the parameters you had specified.

@ List of Cases

The listings of Cases from the database. To open and view a particular case item, select it from the listings and click ‘Edit
button (located in a toolbar just above the listings). You can double-click the case item from the listings, or press Return
key (ENTER) from your keyboard.

7

To sort the cases by the column, click the corresponding column header. The sorting symbol 2 (ascending) or <

(descending) will be displayed just before the column header depicting if the sorting is done in ascending or descending
order.

Pagezo
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= CASE MUMEBER  SUBIECT AGENTS
= ;1’#, [1] iPod freezes and won't shutdo...  Adam Smith
|j 2 "‘q. [2] Mac O5 X 10.5: Can receive ema... Adrien Silva
B3 '*.. [3] How to setup AirPort Base Stati... Abel Conie
Adam Smith
Aaron Beit
Aung Hun
Adam Smith
seful keyboard and trackpad ... Abel Conie

Iy with a resoluaon .,\
p- =" - \ 5ﬂ
R

1

Your choice of sorting, either in ascending or descending order will be remembered in subsequent listings.

The listings also support context menu (i.e., right-click a selected case entry to show a popup menu with support actions

available in a click).

CASE MUMBER SUBIECT

AGENTS

[2] Mac OS X jmi : -
I_Ih 3 [3] How to se j.__| Rephy ’ anie
ER []iPod freez{ %@ ReplywithaKB  » [smith
EF [4] iPod won' [Sm'rth
L&Q [9] Where car'|—|"7:} Zil0 | onie
Bs [5] Troubleshy & Mark Complete Beit
I;fﬁ [6] How to us ﬁ Delete |Hun
quﬂ [8] Useful key Merge Cases ks
w10 [10] How to e
7 [71Howto in{ S  Print
B Export As
o Reply to Caller

DUE DATE

8/20/2021 12....
817,/2021 1.,
8/16/2021 12:..,
8/18/2021 1.,
8/7/2021 12:4..,
8/19/2021 12,
8/15/2021 12...,
8/17,/2021 12

Context Menu

Compose and send a reply email to the caller of the selected case. There are 3 different types of reply that can be made

to the caller.

L2 Include past conversations ""-._A,J

Don't include past conversations

Using Template < i

A

" Make a reply to the caller by including all the past conversations on the case, including embedded/inline images.
The add-in will automatically build the reply email with subject deriving from the case subject and salutation (e.g., Hi
CALLER) embedded on the top most part of the body, and preceded by 2 empty line breaks which is where the agent can
type in the response. And the bottom section in the body is that of the past conversations of the case.

From v | [
=] | davis.wong e I Reply subject will be same
Send +*
| as case subject
Subject |[1] iPod freezes and won't shutdown
Hi Davis Wong, _...ee= Type your response here.
4 _.Past conversations on the case

Pagez 1
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ply with a resolution)

. ¥ | L e 3
" Make a reply to the caller with no past conversations i.e., with only simple salutation. The subject of the reply will
be derived from the case subject and the add-in will make sure; the case number ID is present in it for tracking purpose.

C

" Make a reply to the caller using a customized email template. This template ‘Reply to Caller’ can be accessed
from Outlook > Helpdesk Manager > Templates Manager.

6 Reply with a KB

Choose a KB article and embed it to a reply email to the caller. There are two different ways you can make a reply to case
with a chosen KB article.

L2 Include past conversations A

] ~_/ g
Don'tinclude past conversations =

A

" Make a reply to the caller with a KB article and include all the past conversations on the case, including
embedded/inline images. The add-in will automatically build the reply email with subject deriving from the case subject
and salutation (e.g., Hi CALLER) embedded on the top most part of the body, and preceded by the chosen KB article. And
the bottom section in the body is that of the past conversations of the case.

assistmyteam.com

I
| REPLY SUBJECT DERIVED
|
|

Send

; FROM CASE

[1] iPod freezes and won't shutdown

Subject

i Davis Wong, s=+****SALUTATION CI:IOSEI\ KB ARTICLE
L
»

1. Make sure you are inserting the disc far enough for the drive mechanism to activate. Discs must

be inserted at least three-quarters of the way into the drive, and often nearly all the way in,
before the drive will pull them in.

2. Check the disc's surface for scratches and dirt, since these things can prevent the disc from

appearing on the desktop. PAST ?OT\WERSATIONS

[

My iPod freezes and won't 5hutdokgn|. Please help.

— Make a reply to the caller with a KB article with no past conversations of the case i.e., with only simple salutation.
The subject of the reply will be derived from the case subject and the add-in will make sure; the case number ID is
present in it for tracking purpose.

View or Edit

Open the selected case in its inspector window in Outlook for viewing or further editing. You can also double-click the
selected case or press return key (ENTER) from your keyboard to produce the same effect.

Mark Complete / Re-Open

If the selected case is ongoing, you can click this button to mark it complete. And if it a resolved case, you can click to re-
open it,

Delete

Permanently remove the selected cases from the Helpdesk database. You will be prompted with a confirmation.
WARNING: This action is irreversible and so be very sure what you are removing.

oy, .
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@ Merge Cases into One

F .

Iy with a resolution’ ™ R

Merge the selected cases to one single case. Sometimes, a caller might contact you through separate emails or channels
regarding a particular issue. The same issue might be logged as a case by a different agent not knowing an existing one
already exists. To avoid duplication and conflicts, you can merge all related cases together and keep the communication
streamlined.

Merge Cases

Selected cases to merge

Subject

|5#[1] iPod freezes and won't shutdown ..
_|,{} [2] Mac OS ¥ 10.5: Can receive email, but nu?%éﬂ:l.qua.il

l'rl'llll.l.-..". C]_]_lld- cases t].]-at
will be merged to

Primary case to retain _
. the primary case

L

3

L]
Case to which tf‘abnve selected cases would be merged to

[3] How to setup AirPort Base Station and Metwork w

Merge Cases Cancel

The merge action is irreversible, and causes the following things to happen:

a) One of the cases becomes the primary case (you get to choose).
b) All conversations from the secondary tickets are moved into the primary case.

@ Export to PDF

Export the selected cases to PDF document files. You can also export to Word Documents, HTML, plain text etc.

i5] Adobe Portable (PDF)

@ Export To Webpage (HTML)

@] Export To Archived Webpage (MHT)
Export To XP5

Export To Word 97-2003 (DOC)
Export To Word 2007-2013 (DOCX)
Export To RTF

Export To OpenOffice OOT

E®

Multiple cases can be batch exported. Just select multiple cases from the list and choose one of the document types to
export to, and the batch wizard will perform the rest.

Export Cases et

You are aboutto export 7 cases to files. Click 'Continue'to proceed TrmEmie

Save in: C:\Users\user\Desktopitest THO
Case 1: [30] iPod won't turn on!

Flease wait... processing request

@ Cancel

Pagez 3
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You can control what case data are included in the files by customizing the 'Print' template under AssistMyTeam

Helpdesk Manager > Templates Manager. For example, place the variable 'CASE_BODY' in the Print template such that
the exported file (e.g., pdf) contains all the consolidated conversations (body) from the case item including inline images.

@ Print a Case

Click this to print the selected cases using the 'Print' template (as defined under AssistMyTeam Helpdesk Manager >
Templates Manager). If you select a single case to print, it will show you the print dialog option, where you can customize
the layout, paper size etc. However, if you choose multiple cases, it will print directly using the default settings without
displaying any ‘Print’ options.

5|
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5.3 Articles Dashboard

The Articles Dashboard section is where agents can view or search knowledge base articles for a possible solution to their assigned
cases. Additionally, agent can create and publish new article directly from this section.

With a knowledge base, you and your team mates can document best practices and solutions to common problems so that they can
be used when replying to time-consuming and repeated queries. Any support case is eligible to become flagged as a KB Article. An
agent recognizing a repetitive support issue, can easily flag a resolved case as a knowledge article. Thus, it acts as an effective
knowledge sharing medium, boosting support productivity by leveraging collective knowledge and providing invaluable KB Articles to

support techs in a snap! It also helps in improving the average ‘First Call Resolution’ timing significantly, as agents find resolution to
problems quickly.

KB articles in the dashboard listings are arranged in hierarchical tree (by group KB items into 'Problem Category' and then to
'Problem Type'). This arrangement makes it very easy to browse for a particular knowledge base at the time of need.

Time Period | Any v Article Type | Any 9 = Columns.o Pubiic
hR | rticles fogael Friate L
ch Resul icles =l
6 Gup By |None o v .= Show 6 Total 5
New Article dit

L4 Forward | [d Remove B Export As EPrint@

i

1D SUBJECT CATEGORY TYPE CREATED BY CREATED OM PRIVATE
,351 [KBE-1) How to Use non-standard discs in optic... MNotebooks MacBook Abel Conie 8/4/2021 1224704 PM  False
,EE [KB-2} MacBook Pro: How to remove or install t... Motebooks MacBook Pro Aaron Beit 8/1/2021 1247:04 P False
.E 3 [KE-3] MacBook Pro: How to install memory MNotebooks MacBook Pro Aaron Beit 872021 124704 PM False
.34 [KBE-3) Apple Portables: How to disconnect the ... MNotebooks MacBook Adam Smith 8/13/2021 124704 P... False
,35 [KE-5) The drive doesn't accept any discs Desktops Computers  Mac Mini Adam Smith 8/3/2021 12:47:05 PM  False

o Time Period

Choose a time period from the followings under which the search will be confined:

=) CI—‘-.LLEHSl & ARTICLES ﬁe CASES

Any Last Week This Year
Today Next Week Last Year
Yesterday This Month Date Range...
Tomorrow Last Month On
This week Next Month
e Case Type
Choose an article type from the predefined ones below:
Any Personal Articles
Articles Created Public Articles

Articles Modified

e Group By

You can choose to group the articles either with - Category, Type, Created by and Modified By. Here is an example of
articles listing group by ‘Category’.

= 1D SUBJECT CATEGORY TYPE CREATED BY
Desktops Computers (1)

.35 [KB-5) The drive doesn't accept any discs Desktops Computers  Mac Mini Adam Smith
Motebooks (4]

,31 [KE-1) How to Use non-standard discs in optic... Motebooks MacBook Abel Conie

,EE [KB-2} MacBook Pro: How to remove or install t... Motebooks MacBook Pro Aaron Beit

.E 3 [KE-3) MacBook Pro: How to install memory Motebooks MacBook Pro Aaron Beit

i$>
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o Choose Fields or Columns |

You are free to choose your own article fields/columns to show up in the search result and report. Just click the 'Fields'
button, and check your columns to include.

Choose celumns to display X

Mandatory Fields Confirm

C®=Casze Mumber
C®= Subject Cancel

Optional Fields
= Private

T= Categary
C= Type
C=Created on
[ =& Modfied Choose your own

M ECreated By columns to display
()5 Modfied By in the listings

The add-in will remember your choice in subsequent runs. You can re-arrange the columns by drag-and-drop to get the
kind of view you want. And the display order of the columns will be retained in subsequent sessions.

Show Articles

©

Click this button to search the helpdesk database for articles that match the parameters you had specified.

List of Articles

©

The listings of articles from the database. To open and view a particular article item, select it from the listings and click
‘Edit’ button (located in a toolbar just above the listings). You can double-click the article item from the listings, or press
Return key (ENTER) from your keyboard.

To sort the articles by the column, click the corresponding column header. The sorting symbol > (ascending) or <

(descending) will be displayed just before the column header depicting if the sorting is done in ascending or descending
order.

Below is an example of a listing sorted by ID column.

= D SUBIECT CATEGORY TYPE

Iﬁ!"aﬂiﬁ-ﬂ How to Use non-standard discs in optic... MNotebooks MacBook
fﬂ;_' [KBTEH'ﬂacBonk Pro: How to remove or install t...  Motebooks MacBook Pro

fa?r (KB- Book PrdeH oy Moteboaoks MacBook Pro
fa-r# (KB~ ectthe ... Motebooks MacBook
As [KE- Desktops Computers  Mac Mini

Your choice of sorting, either in ascending or descending order will be remembered in subsequent listings.

The listings also support context menu (i.e., right-click a selected case entry to show a popup menu with support actions
available in a click).

1w} SUBIECT CATEGORY = TYPE

.. [KE-1} Howg Eememm— i Optic..  Services AppleCare
H5  (KB-5The @ NewAricle s Music Players iPod Classic
A4 (KB4 Appl|@ Edit nect the... Motebooks MacBook
a2 [KB-2) Ma;'ﬁ e 4 install t... Motebooks MacBook Pro
33 (KB-3) Mact orwar mory Notebooks MacBook Pro

[__& Remowve

E Export As 3

£y Print

Pagez 6
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New Article

g‘w |

Create a new empty article where you can compose the content.
Edit Article

Open the selected article in its inspector window in Outlook for viewing or further editing. You can also double-click the
selected article or press return key (ENTER) from your keyboard to produce the same effect.

Forward Article
Forward the selected article to a recipient.
Remove Article

Permanently remove the selected articles from the Helpdesk database. You will be prompted with a confirmation.
WARNING: This action is irreversible and so be very sure what you are removing.

Export to PDF

®© 6 06 0 ©

Export the selected articles to PDF document files. You can also export to Word Documents, HTML, plain text etc.

Adobe Portable (POF)

Export To Webpage (HTML)

Export To Archived Webpage (MHT)
Export To XP5

Export To Word 97-2003 (DOC)
Export To Word 2007-2013 (DOCK)
Export To RTF

Export To OpenOffice QDT

&) &) (B

E®

Multiple articles can be batch exported. Just select multiple articles from the list and choose one of the document types
to export to, and the batch wizard will perform the rest.

Export Articles X

You are about to export 5 articles to files. Click 'Continue'to proceed [ Continu

in

Save in: DiLibraries\My DesktopiMy Desktop\DBED
KE Article 1: 1

Flease wait... processing request
I

@ Cancel

@ Print an article

Click this to print the selected articles. If you select a single article to print, it will show you the print dialog option, where
you can customize the layout, paper size etc. However, if you choose multiple articles, it will print directly using the
default settings without displaying any ‘Print’ options.

Page2 7
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The Callers Dashboard section is where agents can see the contact details of their assigned or responsible callers. Agent can
also instantly create new caller directly from this section.

Group By |Nnne o
9 SearchResultqmrs found! Q _ 3
d 0

v| | Columns |e

[~

o Group By

You can choose to group the callers either by company or assigned agent. For example, below is a listing of callers group

by Company.
=D MAME EMAIL PHOME MOEILE ADDRESS
Angel Heart Hospital (3)
?31 David Webs david.webs@assistmyteam.com  5434600... 7122323... 118D, Jimmy Ray 5t...
f-ﬂ.i Maria Rodriguez  maria.rodriguezi@assistmytea... 5434600.. 7122312... House 45, Milky ba...
:'-55 Sunil Kumar sunil.kumar@assistmyteam.com 5434600, 7122323... D3, Greater Kailash...
Kila5tar Engine (1)
E‘.ﬂz Mardo Gargia mardo.garcia@assistmyteam.c... 5434600.. 7122323... G4, Hummer Avenu...
StarLine Transport (2)
}4 Dravis Wong davis.wong@assistmyteam.com  5434600... 7122321.. 118 D, Jimmy Ray 5t...
?55 Abu Hakim abu.hakim@assistmyteam.com 5434600... 7122234... V4, Yemen Road, P...

e Customize Fields or Columns

:

L]

@ o =

— i New Caller &E it Caller L&Rem ve from DB @_ﬂ.ﬂ a5es ?jd Mew Case aEmall Caller EPrlnt

g = D MAME ERMAIL é PHOME MOEILE ADDRESS COMPANY
E 351 David Webs david.webs@assistmyteam.com 543460013 7122323343 118 D, Jimmy Ray 5t.. Angel Heart
‘_I :'152 Mardo Gargia mardo.garcia@assistmyteam.com 543460029 7122323111 G4, Hummer Avenu... Kilo5tar Eng
Uﬁ' :'153 Maria Rodriguez maria.rodriguezi@assistmyteam.com 543460041 T122312577 House 45, Milky ba... D5FF Gyms
tn :"1&4 Davis Wong davis.wong@assistmyteam.com 543460052 7122321124 118 D, Jimmy Ray 5t... Starline Tral
o

5 355 Abu Hakim abu.hakim@assistmyteam.com 543460073 7122234355 V4, Yemen Road, P... Michellin Fa
= :'155 Sunil Kumar sunil.kumar@assistmyteam.com 543460022 7122323343 D3, Greater Kailash... YouTube
o

Ak

You are free to choose your own caller fields/columns to show up in the search result and report. Just click the 'Fields'
button, and check your columns to include.

Choose columns to display

Mandatory Fields

MT=ID
[+] == Name

Confirm

Cancel

Optional Fields

T Email

Cm= Phone

=@ Mobile

T Address
C=Company

Cm= Fesponsible Agent

Page28
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The add-in will remember your choice in subsequent runs. You can re-arrange the columns by drag-and-drop to get the
kind of view you want. And the display order of the columns will be retained in subsequent sessions.
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e Show Callers

Click this button to search the helpdesk database for callers that match the parameters you had specified.

o The listings of callers from the database. To open and view a particular caller entry, select it from the listings and click
‘Edit’ button (located in a toolbar just above the listings). You can double-click the caller entry from the listings, or press
Return key (ENTER) from your keyboard.

To sort the callers by the column, click the corresponding column header. The sorting symbol > (ascending) or <

(descending) will be displayed just before the column header depicting if the sorting is done in ascending or descending

order.

[n] = MAME - EMLAIL PHOME MOEILE ADDRESS COMPANY

L

:55 Abu Hakim ""n‘ abu.hakim@assistmyteam.com 5434600... 7122234... V4, Yemen Road, P... StarLine Transport
:'51 David Webs '!aﬂd.webs@assistmy‘team.cnm 5434600... 7122323, 113 D, limmy Ray 5t.. Angel Heart Hospital
:'54 Davis Wong i5.W @assistmyteam.com : e 7122327, 118 Dy, Jimmy Ray 5t...  Starline Transport
:;ﬂ,:'—_ Mardo Gargia L . istryte .. . 7122323, G4, Hummer Avenu... KiloStar Engine
:;53 Maria Rodriguez i House 45, Milky ba... Angel Heart Hospital

Y

@b Sunil Kumar g Sﬂl'ﬁl'lﬂ byr WET =) . D3, Greater Kailash... Angel Heart Hospital

Your choice of sorting, either in ascending or descending order will be remembered in subsequent listings.

The listings also support context menu (i.e., right-click a selected case entry to show a popup menu with support actions
available in a click).

1w} = MAME EMAIL PHOME MOBILE ADDRESS

sistmyteam.com 5434600.. 7T122234... V4, Yemen Road, P...

-
Mew Call
S David W —F o A sistmyteam.com  5434600.. 7122323.. 118D, Jimmy Ray St..
:;54 DavisW?@l Mew Case csistmyteam.com  5434600.. 7122321... 118 D, Jimmy Ray 5t...
z
52 Mardo (= ist €. 5434600.. 7122323.. G4, H Avenu...
;:ﬂ. ar. 0 L|@ﬁ View Cases | ssis r.nyteam C | ummer. venu
~ad Maria R @assistmytea.,.. 5434600, V122312.. House 45, Milky ba...
. )
S 6 Sunil ky ¥ Email Caller sistmyteam.com  5434600... 7122323.. D3, Greater Kailash...
By Edit
(& Remove
E Print

e New Caller

Create a new empty caller where you will need to fill in the contact details.

@ Edit Caller

Open the selected caller to view its contact detail or further editing. You can also double-click the selected caller entry or
press return key [ENTER] from your keyboard to produce the same effect.

o Remove Caller

Permanently remove the selected callers from the Helpdesk database. You will be prompted with a confirmation.
WARNING: This action is irreversible and so be very sure what you are removing.

@ View Cases

Show the cases that are allotted to the selected caller. This will load the cases in a new window. To view or edit the detail
of a case, double-click it.

Page29
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qﬁ Wiew Incidents
Recorded Incidents Resolved 1 Response Lapse
3 Ongoing 2 Due Time Lapse
I Subject Agents
ER [1] iPod freezes and won't shutd...  Adam Smith
a4 [4] iPod won't turn on! Adam Smith
@9 [5] Where can | find the external ... Abel Conie
e New Case

Raise a new empty case for the chosen caller. This will populate the contact details of the chosen caller to the new case.

Email Caller

Compose a new email to the chosen caller. The add-in will automatically add the salutation (e.g., Hi XYZ) to the body of

the email.

0 Print

Click this to print the selected callers. If you select a single caller to print, it will show you the print dialog option, where
you can customize the layout, paper size etc. However, if you choose multiple callers, it will print directly using the
default settings without displaying any ‘Print’ options.

Page3O
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False
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6. Working with the Helpdesk toolbar Ul

The Helpdesk toolbars along with the dashboards are the primary medium with which agents work and interface with their support
cases in Microsoft Outlook.

Home Send / Receive Folder View

My My Report My Settings  Mew Convert Add to Existing Reset link Create Reply
Dashboard Generator Statistics o Case to Case Case ~ to Case KB with a KB

AssisthyTeam Helpdesk (11.0.285.0)

£
Inbox Search Current Mailbox
i# Drafts
All - Unread
7 Sent ltems

| D@ | suslEcT The Helpdesk
4 Date: Yesterday toolbar in Outlook
iphone problem Explorer Window

E" Deleted [tems

Er Junk Email

— T e

o My Dashboard

Open a new dashboard window outside of Outlook. This is in addition to the integrated dashboard that is available in the
lower part of your Outlook Explorer window. With this additional dashboard, you have a much larger area to work with
your cases and articles, independent to the one available in Outlook. To learn more, refer to the ‘Working with Helpdesk
Dashboards’ section.

#4 Helpdesk Dashboard - Listing as of 8/18/2021 7:35:14 PM — O %
ﬁ New Case H@EAII ltems (O g My ltems |Horizonta| V| 0 5 5 0 0 0 2 2 10 5 6
Not Not Breaches Breaches Totzl 3
Search Cases v ||Ty|:e keywords and press [Enter] | Today'sNew|  Oper Resohed || ) N0 0 || Arcwered Toiey == Total Cases || Total Articles || Total Callers
Time Period |N‘F - | Case Type |A”1' w || Columns.. | Resohved 5  Response Time Lap
Ongoing 5 Due Time Lapse

Search Result : 10 cases found! Group by |None V| Total 10

¥reply |$@ReplykB | [ Edit | 5 Resolve |53 Delete 1 Merge Cases | B Export As | & Print

» CASE MUM... SUBIECT AGENTS DUE DATE CALLER MAME PHOMNE RESOLVED  CATEGORY TYPE STATUS
21 [1] iPod freezes and won't shutdown Adam Smith  8/16/2021 12:47:00 ... Davis Wang 543460... False Music Players iPod Classic Due Lapsed
Ij 2 [2] Mac OS5 X 10.5: Can receive email, but not ... Adrien Silva  8/20/2021 12:47:03 ... David Webs 543460... False Operating Systems  Mac OS5 X Leop... Response Sen

[ caLters | &0 AHTICLESl {8 cases

Ij 3 [3] How to setup AirPort Base Station and Me... Abel Conie 8/17/2021 12:47:00 ... David Webs 543460... False Applications Office 2008 Due Lapsed
B4 [4] iPod won't turn on! Adam Smith  8/18/2021 12:47:00 ... Davis Wong 543460... False Music Players iPod Touch Due Lapsed
Ij 5 [5] Troubleshooting the MacBook Air SuperD... Aaron Beit 8/19/2021 12:47:03 ... Mardo Gargia 543460... False Motebooks MacBook Air Response Lapsd
L{}G [6] How to use Remote Disc to share DVDs o..  Aung Hun 8/15/2021 12:47:03 ... Mardo Gargia 543460... True Desktops Compu... MacPro Resolved
L;}? [7] How to install applications using the Mac... Adam Smith  8/7/2021 12:47:03 PM  Maria Rodrig... 543460... True Motebooks MacBook Air Resolved
L{}B [8] Useful keyboard and trackpad tips and 5...  Abel Conie 8/17/2021 12:47:04 ... Mardo Gargia 543460... True Operating Systems  Mac OS5 X Tiger Resolved
L{}Q [2] Where can | find the external ports in Ma... Abel Conie &/7/2021 12:47:04 PM  Davis Wong 543460... True Motebooks MacBook Air Resolved
L;Htl [10] How to enable DVD or CD Sharing featu... Abel Conie 8/13/2021 12:47:04 ... Maria Rodrig... 543460... True MNotebooks MacBook Pro Resolved

e My Report Generator

Open the summary report generator tool and generate reports on support cases quickly to be saved as file or
printed for sharing and distribution. To learn more, refer to the ‘Generating Reports’ section.

%, Summary Reports - O x
Time Period ||_ast Week L | Total : 4
Report Type |Cases Ongoing ~ |
Search by |None V|
Group by |None V|
Scope (@ Al (7) My Cases | [} Search | | Reset | | Fields
‘ &l print | B Export to File | Exit || DRefresh
CASE MUMBER ~ SUBIECT Agents Due Date Caller Name Category
| 22 [2] Mac OS5 ¥ 10.5: Can receive email, but not ... Adrien Silva 8/20/2021 12:47:0...  David Webs Operating Systems
m =] [3] How to setup AirPort Base Station and Net...  Abel Conie 8f17/2021 12:47:0...  David Webs Due Lapsed Applications
) E4 [4] iPod won't turn on! Adam Smith 8/18/2021 12:47:0...  Davis Wong Due Lapsed Music Players
%0 25 [5] Troubleshooting the MacBook Air SuperDrive  Aaron Beit 8/19/2021 12:47:0...  Mardo Gargia Response Lapsed Motebooks
[
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e My Statistics

Open the statistical OLAP tool and analyze the cases data in multidimensional view with grids, charts and graphs.

<

’ &
for Outlook

i Helpdesk OLAP Statistics -5
File  Reports

* [ Open Offline Cube... |@ Predefined Views... @ Open View... | B | & Reset Chart grid | Zf° Sync Chart grid

EZ aid ) char

Cube structure -~ 0 X

[l Measures

-}

Filter area

item |
Case State EEE g a

Columns area

Case Stme [7)x]| Measwes (7] | Columns arca

EH-E-9Q (oo |EHE- -

Case State [¥] [x] | False

Cases Cpen
Duration

Year-Due Date [¥] [x] (hours)

Subject (] (=]

n n

20 5 875.30 5

[1] iPod freezes and won't shutdown 1 55.06 1

[2] Mac 05 X 10.5: Can receive email, but not send... 1 199.06 1

[3] How to setup AirPort Base Station and Network 1 175.06 1

[4] iPod won't turn on! 1 24706 1

[5] Troubleshooting the MacBook Air SuperDrive 1 199.06 1
Total 5 . 5

o My Settings

This is a drop-down menu containing tools, database connection utilities and important links to the helpdesk app,
manuals etc. For further information on each of the available options, refer to Configuring my Settings section.

5| s o
Settings| Mew Convert Add to Existin

~ Case to Case Case ~
| My Tools

Personal Settings
#11- Case Automation

Database Link
% Helpdesk Settings Data Source
Reset DE Connection
Other Information
0 Help Topics
] Video Tutarials ;
Check Updates

License
Visit home page

Knowledge base

8® g° g =

Support Subscription
About
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New Case

Raise a new empty case. This will open a new inspector window in Outlook where you will need to fill in the problem
subject and summary, caller details, initial status and assign it to an agent.

To learn more, refer to the ‘Understanding the case form in Outlook’ section.

Convert to Case

Clicking this will convert an email send by a caller requesting support to a case in the helpdesk database. The add-in will
automatically extract the contact details from the email such as sender name, sender email, phone, company
information etc. and populate to the case.

To learn more, refer to the ‘Raise a new case from an email manually’ section.

Add to Existing Case

Clicking this will allow you to add the selected emails to an existing case in the helpdesk database. This comes handy when
you have emails that are related to an existing case and would like to add them to the case.

To learn more, refer to the ‘Add an email to a case’ section.

Reset link to Case

Use this to remove any references of a case from the selected emails. References can be in the form of presence of a
case ID in the subject of the email, or the presence of a flag on the email. Removing these references would allow you to
raise a new case out of that email again.

Create KB

If an email contains useful information that helps in solving a problem, you can use it as a source to create a new KB
article in the helpdesk for future use.

To learn more, refer to the ‘Creating a new KB article’ section.

Reply with a KB

If you have received an email that is seeking for support request, and if you know there is already a KB article that
addresses that problem, you can use this to choose that KB article and send it as a reply to the sender. A dialog window
allows the agents to browse through the existing knowledge base articles.

To learn more, refer to the ‘How to use the knowledge base article’ section.
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7. Understanding the Case form in Outlook

The support request form in Outlook is designed to log in a new case and view existing ones from the database in Outlook.
There are four (4) sections in the form — Case, Time Spent, Notes and Related Cases.

H [2] Mac 0S8 X 10.5: Can receive email, but not send email - Discussion

File Discussion

@ Case (D Time (1) @ Notes (1) [ Related Cases
| case[p; PNETED [ st callers fist {5 GAL
Received BIBI2021 12:47:03 PM Bl david.webs @assistmyteam con v| 3
Crﬁa.ted on BM02021 12:47:03 PM Display Name David Webs |
Modified 3.I'1ﬁ-f202-1 12:47:03 PM Phone |5‘|34’BDD13 |
Created By Adrien Sitva Mobile 22373343
i AssisthyTe 5 rt
Rk SUNETT AT Address 118 D, Jimmy Ray St. NY 3456
First Response |8/8/2021 12:47:03 PM
Case Aae & days, 12 hours, 18 minutes
Status Response Sent ~ | Company Angel Heart Hospital v| =-Eﬁ
Priority Nomal ~ | ICESEIEY) [Adren Siva 2
Category |Operating Systems v | 32.Add I
Type [Mac 05 X Leapard | & st | R £
CUSTOM FIELD Respond Date | 8/20/2021 | [11:47.03 M [ 2] | M
Due Date [ 8r20/2021 | [1z47.03PM |3 | T2
RESPONSE DURATION:
There are no custom fields defined First response to caller was initiated in 2 days, 1 hours
OFEN DURATION:
5till active, 8 days, 12 hours, 18 minutes since it was
raised
RAISE DURATION:
Raised in 2 days after the first request was received
BREACH DURATION:
1 day. 11 hours, 41 minutes left to resclve this case

Ongoing Case #2

&I Reply to Caller
9 Reply with a KB

Disable Alerts for
[ Callers
[ Agents

[&# Edit Solution

@ Mark Complete

[ Save to DB
[d Remave from DB
Bl? Save As Draft
3 Make KB
BB Export (= Print

& Discard & Exit
4 Forward |Z|

Build: 11.0.285.0

From

Paosted To

Mon 8/16/2021 12:47 PM

Assisth Posted on

Cases

Conversation Mac 05 X 10.5: Can receive email, but not send ema

Subject

121 Mac OS X 10L.5: Can receive email. bi

-

I have the following issues with my email client.
Please help!

Issue 1: The Send button is dimmed
("grayed out") in Mail messages,
preventing from sending any message.
Issue 2: When trying to send email
message in Mail, the following alert
appears:

"Cannot send message using the

server Example SMTP

The server 'smtp.example.com’

cannot be contacted on port 25.

Select a different outgoing mail

server from the list below or click

Try Later -

In the case section, information catering to the case, caller, agent, problems etc. are laid out in a very intuitive way. Fields
such as problem category, type, status are available in drop down format (configurable by the helpdesk manager) so as to
limit the choice the agent can select for such fields. Managers can assign multiple agents to a particular case if the scope of
the problem extends beyond the capability of an agent. Automatic notification messages are sent out immediately to the
concerned agents once the case is assigned or a due date is specified or changed. Optionally, a due date appointment or task

can also be added to the personal mailbox of the assigned agents.

In the Time Spent section, each agent can add their time spent when working on solving the case. This is particularly useful if your
organization pays the agents by the hour. By collection time spent data from the case, manager can extract payment or billing

information for the agents.

In the Notes section, agents and managers can add private or internal notes to the case for reference. The add-in can also be
configured to add such notes to the consolidated conversations of the case.

In the Related Cases section, agent can get reference to other cases that are related in terms of having the same caller, company or

domain.
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7.1 Case Information

The first section of the case form consists of fields related to caller, assigned agents, problems, due date etc.

@ Case (2 Time (1) @ MNotes(l) L Relsted Cases | CasePriority: Normal | Case Status: Response Sent

OngOI“g Case #2 . Maon &/16/2021 12:47
From AssistM Posted On

| % Reply to Caller Posted To Cases

5 Conversation Mac ©5 X 10.5: Can receive email, b send
| ¥4 Reply with 3 KB o B subject |
Disable Alerts for

[] Callers

[ Agents
[2# Edit Solution @

o Case metadata

These are meta-data fields of the case and are generally populated when the case was logged and raised.

Case ID - The unique number that identifies the case in the helpdesk database. Every email communication out of the
helpdesk to the callers are tagged with the corresponding Case ID (enclosed within the square brackets for tracking
purpose. E.g., [2].

Received - The date/time the case (usually an email) was first received in Inbox.

Created On - The date/time the case was logged, either from Outlook items such as email or phone call.

Modified — The date/time the case was last worked on.

Created By — The support staff (or agent) take was responsible for logging this case.

Modified By — The support staff (or agent) take recently modified and updated the case.

First Response — The date/time the first response to the caller was made (by an agent) after this case was raised.
Case Age - Shows the duration (in days) the case is active.

Status - This is a drop-down field that consists of the problem status list (customizable by agents with admin access).
Priority - This is the same Outlook importance field that takes one of these values - High, Normal and Low.

Category - A drop-down field that consists of the problem category list. Specify the problem category to which the
support request belongs to.

Type - A drop-down field that consists of a type list (sub-category) for each problem category. The type list changes
depending on the item selected in the problem category drop down field.

Category |Dperating Systems L o

Type |Mac O X Leopard B

Apply default agent - This check button gets enabled when a combination of Category and Type is selected from the
drop-downs. Clicking this would automatically assign the agent (associated with selected problem) to the current case.

Page3 5
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e Caller Information of the Case

These are caller specific fields that are collected from email, address book or global address list.

Callers List — Choose a caller from the Callers List maintained under AssistMyTeam Helpdesk settings database for this
case. Manager can maintain a list of callers under AssistMyTeam Helpdesk Manager > Callers List panel.

%% Callers list |

Pick caller from Global Address List (GAL) - Allows the agent to pick a user from the address book (e.g., global
address list). For new (empty) support request, an agent can easily pick a contact from the address book (e.g., GAL) and
that populates any additional caller details automatically.

0 GAL

The email address of the caller - This drop-down field houses all the email address of the callers defined in the Callers
list manager. This is useful when the agent had to manually log a new support request case, say when caller is on the
phone. Selecting an email address automatically populates other fields such as caller name, address, phone etc.; thereby
reducing time spent trying to log every single detail on the caller.

Apply default agent - This check button gets enabled when a caller email address is selected from the drop-downs.

|david.wel:us@assistm'_.fteam.mrr | o | ’%

Checking this button would automatically assign the default agent (specified for that selected caller) to the current case.

The full name of the caller - For new (empty) support request, an agent can easily pick a contact from the address
book (e.g., GAL) and that populates all other caller details automatically.

The telephone number of the caller - If the caller exists in the AssistMyTeam Helpdesk Callers list, a telephone
number can be specified and it automatically gets listed in this field. If the caller has been picked from the address book
(e.g., GAL, AD), this field would also get populated (provided the primary telephone of the picked user is specified in GAL
or AD).

The mobile number of the caller - If the caller exists in the AssistMyTeam Helpdesk Callers list, a mobile number can
be specified and it automatically get listed in this field. If the caller has been picked from the address book (e.g., GAL,
AD), this field would also get populated (provided the mobile number of the picked user is specified in GAL or AD).

The full correspondence address of the caller - This field also gets populated automatically when caller is specified
from the AssistMyTeam Helpdesk Callers list or picked from the address book.

The organization/company to which the caller works for - This field gets populated automatically when caller
is specified from the AssistMyTeam Helpdesk Callers list or picked from the address book.

Apply default agent - This checkbox gets enabled when the company field is populated with a value or is selected from
the drop-downs.

|david.webs @assigtmyteam.con | e | 1%

Checking this button would automatically assign the default agent (associated with that company) to the current support
case.



"

e Agents Assignment to Case

This is where the agent assighnment is performed, either by the managers or by the agent themselves. The add-in can also
be configured to automatically assign agents based on certain criteria such as, if there is a default responsible agent
associated or linked with the caller, or the chosen problem type, or the domain name of the caller.

b

Choose agents to

Email the selected
agents

e

Adam Smith -

e Add an appointment
Adrien Silva
Aung Hun = entry into the agent's

mailbox

Assign yourself to

the case Remove the

Add a task entry into
the agent's mailbox

selected agents from g

assignment list

The agents that are currently assigned to the case.

Select the agents from the list to assign to the case. You can assign multiple agents if needed.

Select Agent et

Select Agent

[ ] &aron Beit | 92 Add |
Abel Conie
Ldam Smith | Cancel |
Adrien Silva

[] AssisthyTeam Support

[+] fwung Hun

Click this to assign yourself to the case.

Remove the selected agents from being assigned to the case.

#
Compose and open a new email populated with details on the case using the ‘Email to Agent’ template
(accessible from OQutlook > File > Helpdesk Manager > Templates Manager

L
Add/update the due date appointment to the mailbox calendar of the selected agents. If successful, it
automatically triggers a reminder popup to those agents as well as get added to Outlook today page.

Add/update the support request task to the mailbox task folder of the selected agents. If successful, it
automatically triggers a reminder popup to those agent as well as get added to Outlook today page.

NOTE: Typically, a manager or senior technician assigns the best agents to the case for fulfillment of the service and
speedy resolution. Furthermore, in the helpdesk settings, administrator can link and associate an agent to a caller, or to a
problem type such that when a new support request email is received, if there is a match between agent and the caller
(read as sender), or if a problem type is found in the email subject, the associated agent will get assigned automatically to
the case.

Assigned agents then get notified through an automated email. Optionally, the due date of the case is entered into the
personal calendar of the agent’s mailbox.

Page3 7
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Response and Due time assignment of the Case

When due and response time is enforced on a case, the add-in makes sure the deadlines are properly followed or else, it
would trigger automated alerts to the assigned agents.

Respond Date | 20/2021 +| [1200:00 PM ||| M8
Due Date | /2172021 ~ | [1200:00 PM ||| 73

Respond by date - duration within which the assigned agents of the case should have responded to the caller for the
first time (after the case was logged).

The manager can set an initial response time by manually specifying one after the case was raised, or a default date/time
could be set under AssistMyTeam Helpdesk Manager > Case Options > New Case tab.

-
=8 | reset the respond by date to none.

Due Date - The due date field enables helpdesk manager to set a time before which the case should be resolved. There
are lot of automatic notifications and reminders options that can be sent to assigned agents when a new due date is
specified or updated. For example, when a new agent is assigned, AssistMyTeam Helpdesk sends out notification email
informing agent on the due date of their cases. It can also automatically add/update a due date appointment or task to
the personal mailbox of the assigned agent so that Outlook handles the reminders to the agent.

—
=@ | reset the due date to none.

Duration Messages of the Case
These are measured intervals that are calculated based on the difference between two helpdesk date-time dimensions.

Response Duration - The time taken by the assigned agent to respond to the caller for the first time once the case was
raised.

Open Duration - For an ongoing case, it is the interval between the case creation time and the present time.
For a resolved case, it is the interval between the case creation time and case closure time.

Raise Duration - It is the duration between the email received time and the case creation time. In other words, this is the
time taken by the agent to raise a case from an email once it is received in the Inbox.

Breach Duration — It is the duration that is left to resolve the case before it is due.

RESFONSE DURATION:
First response to caller was initiated in 2 days. 1 hours

OFEN DURATION:
Still active, 8 days, 12 hours, 23 minutes since it was
raised

RAISE DURATION:
Raised in 2 days after the first reguest was received

EREACH DURATION:
1 day. 11 hours, 36 minutes left to resolve this case
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(5) Custom Fields of the Case |

If your helpdesk requires to collect more in-house information on the case, manager can add any number of additional
fields from AssistMyTeam Helpdesk Manager Add-in > Custom Fields panel. Supported data types for the custom fields
are: Text, Number, Currency, Yes/No, Date/Time, Note or drop-down List.

All the deployed custom fields would be then available in the case form for input. Data collected from custom fields are
available for use in Reports Generator and statistics.

CUSTOM FIELD
Aszzet Added 818201
Asset Description  Canon G345 - Laser Printer

Asset D 238
Aszet Name Canon G345
Lsset Type F Hardwares | " I

o Reply to Caller of the Case

Compose and send a reply email to the caller of the selected case. There are 3 different types of reply that can be made
to the caller.

L Include past conversations “‘--.A.J

Don't include past conversations

Using Template _c: d?,

Hﬂf" Make a reply to the caller by including all the past conversations on the case, including embedded/inline images.
The add-in will automatically build the reply email with subject deriving from the case subject and salutation (e.g., Hi
CALLER) embedded on the top most part of the body, and preceded by 2 empty line breaks which is where the agent can
type in the response. And the bottom section in the body is that of the past conversations of the case.

From~ | [
= | davis.wong e I Reply subject will be same
Send +*
| as case subject
Subject |[1] iPod freezes and won't shutdown
Hi Davis Wong, _...ee2 Type your response here.
4 _.Past conversations on the case

L]
¥

»

" Make a reply to the caller with no past conversations i.e., with only simple salutation. The subject of the reply will
be derived from the case subject and the add-in will make sure; the case number ID is present in it for tracking purpose.

C .
" Make a reply to the caller using a customized email template. This template ‘Reply to Caller’ can be accessed
from Outlook > Helpdesk Manager > Templates Manager.
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6 Reply to Caller of the case with a KB article

Choose a KB article and embed it to a reply email to the caller. There are two different ways you can make a reply to case
with a chosen KB article.

L2 Include past conversations A

B

. i
Don't include past conversations .

A

" Make a reply to the caller with a KB article and include all the past conversations on the case, including
embedded/inline images. The add-in will automatically build the reply email with subject deriving from the case subject
and salutation (e.g., Hi CALLER) embedded on the top most part of the body, and preceded by the chosen KB article. And
the bottom section in the body is that of the past conversations of the case.

assistmyteam.com

I
| REPLY SUBJECT DERIVED
|
|

Send

&
4

FROM CASE

Subject [1] iPod freezes and won't shutdown

i Davis Wong, s=+****SALUTATION CI:IOSEI\ KB ARTICLE
L
»
1. Make sure you are inserting the disc far enough for the drive mechanism to activate. Discs must
be inserted at least three-guarters of the way into the drive, and often nearly all the way in,

before the drive will pull them in.
2. Check the disc's surface for scratches and dirt, since these things can prevent the disc from

appearing on the desktop. PAST ?OT\WERSATIONS

[

My iPod freezes and won't 5hutdokgn|. Please help.

-~ Make a reply to the caller with a KB article with no past conversations of the case i.e., with only simple salutation.
The subject of the reply will be derived from the case subject and the add-in will make sure; the case number ID is
present in it for tracking purpose.

9 Disable Case Alerts to Caller and Agents

These options allow for selective disabling of auto alerts that are available for sending to callers or agents. Sometimes, on
specific cases or caller or assigned agents, you may want AssistMyTeam Helpdesk not to send auto notifications on the
activities or events of the case. So instead of disabling a particular auto-alert at the global level, you can choose to disable
auto-alerts on per case. Just check the options 'Disable Notifications to Caller' or 'Disable Notifications to Agents’.

You can also set AssistMyTeam Helpdesk to automatically check both these options on newly raised cases from
AssistMyTeam Helpdesk Manager > Case Options > New Case tab.

% Administration Panel : Case Options

gl

Save Exit

Default Values Mew Case  Case ID and Prefix Code  Consolidated Conversation  Fields  Forms — Other Options

[] Automatically assign Agent associated with the sender's email domain nameto the new case
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Edit Conversations of the Case

Enable 'edit mode' for the consolidated conversations field. That is, if this is enabled, it will allow the agent to make
changes to the existing conversations or add new content manually. This will also force Outlook to make the formatting,
insert attachments options available in the toolbar. By default, the conversations box is locked.

I have the following issues with my email client. Please help!

s Issue 1: The Send button is dimmed {"grayed out"} in Mail
age.
. in Mail, the following

"Cannot send message using the server Example SMTP
The server 'smtp.example.com’ cannot be contacted on
port 25.

Select a different outgoing mail server from the list below
or click Try Later

to leave the message in your Outbox until it can be
delivered."

Mark Case as Complete

If the selected case is ongoing and once it is resolved, you can click this button to mark it complete. Email notification to
the caller about case being closed may follow automatically, if enabled.

Save Case to DB

Press this to save the changes made to the case such as change in the metadata fields, or drop downs or the
conversations. This will then be saved to the database.

Remove Case from DB

Permanently remove the current case from the Helpdesk database. You will be prompted with a confirmation.
WARNING: This action is irreversible and so be very sure what you are removing.

Save Case as Draft

Press this to save the current opened case as a draft item your Outlook, so that you can edit it again later on without
actually committing the changes to the helpdesk database. This may come handy in situation where you are waiting for
more inputs from the caller, or you are typing in a long description of the problem and you only want to commit to save
the changes to the database when you are fully ready.

At any time, you can click ‘Save to DB’ button to commit the changes back to the helpdesk database.

Make KB from the Case

If the current case contains any useful information that helps in solving a commonly recurring problem, you can use it as
a source to create a new KB article in the helpdesk for future use. In fact, any support case is eligible to become flagged
as a KB Article. An agent recognizing a repetitive support issue, can easily flag a resolved case as a knowledge article.

Thus, it acts as an effective knowledge sharing medium, boosting support productivity by leveraging collective knowledge

and providing invaluable KB Articles to support techs in a snap! It also helps in improving the average ‘First Call
Resolution’ timing significantly, as agents find resolution to problems quickly.
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To learn more, refer to the ‘Creating a new KB article’ section.

@ Export to file

Export the current case to PDF document file. You can also export to Word Documents, HTML, plain text etc.

i=] Adobe Portable (PDF)

Export To Webpage (HTML)

Export To Archived Webpage (MHT)
Export To XP5

Export To Word 97-2003 (DOC)
Export To Word 2007-2013 (DOCX)
Export To RTF

Export To OpenOffice Q0T

®E®

You can control what case data are included in the files by customizing the 'Print' template under AssistMyTeam Helpdesk
Manager > Templates Manager. For example, place the variable 'CASE_BODY' in the Print template such that the
exported file (e.g., pdf) contains all the consolidated conversations (body) from the case item including inline images.

@ Print Case

Click this to print the current case using the 'Print' template (as defined under AssistMyTeam Helpdesk Manager >
Templates Manager). This will show you the print dialog option, where you can customize the layout, paper size etc.

@ Discard and Exit Case

Press this to cancel any changes made to the case and close the case window from Outlook, without committing any
changes to the helpdesk database.

@ Forward case

Forward the selected case to a recipient or stakeholder.

@ Form Orientation

Change the orientation or placement of the case form in either left or right side of the conversations box of the inspector
window of the opened case.

WIAROIE L0 IT P o Dn Do Lt VAR LTI PN G Ovm Ot Lawnd
St 0 gt A St (05 | Naicaion Sant 13 Apart Ak St LWSTD
] oy

: = R || (TReoe—
Left Side e U TRPRUNSSES | VT — ' . Right Side
Placement . | Placement

@ Subject of the Case

The subject of the case. You can customize it to make the problem quite obvious at first glance.
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Case Conversations |

Most cases cannot be closed within a single e-mail and response. Feedback from the caller and suggestions from other
stakeholders often occur over multiple request-response emails. Moreover, different members from the support teams
may provide resolutions during the course of the case. In a practical scenario, a case might have various e-mail versions of
the resolution steps, making it cumbersome to get a complete picture of responses and resolution.

In this case conversations box, the helpdesk add-in captures the complete course of the conversations chronologically,
from all email communications received or sent (including those automated notifications sent to caller and agents in due
course). The end result is a consolidated view where all the responses and replies are collated together. Redundant and
repeated conversations are filtered out to present only the relevant communications.

[1] iPod freezes and won't shutdown - Discussion

ﬂThis message was sent with High importance.
Resolved Case
i [ @ea #1 | Gaseprionty.Mgh | CoseStatusiResoked

: Fri /13,2021 11
fmyteam.ca || gk ‘ - Reply to Caller | From A55|5tMyTeam Suppor[ qsupport@g PostedOn

i Posted To Cases
‘ EﬂHﬁpIymﬂ‘na}{B | Conversation iPod freezes and won't shutdown

Subject |11 iPod freezes and won't shutdown

—alIETS

2. Miami, Florida A 8/14/2021 4:32:03 PM Case Closure Notification Sent to Mardo Gargia
2 | A Edit Soluion | 8/14/2021 4:31:12 PM Reply received from Mardo Garcia
2, ‘ |5# Make Changes | _
- ‘ * Reopen | This works! Thank you very much.
) = Mardo
21 ‘ [};ELI Save to DB |
5500 PM = | [ 8/14/2021 4:26:37 PM Reply sent to Caller {(Mardo Gargia) by Agent (AssistMyTeam Support)
~RIA ] - ‘ Eé Remawve from DB |
EE-TW - (= =]
:'55'”” PM =] S ‘ Bl¥ Save As Draft | Hi Mardo Gargia,
= Thank you. Could you try the below workaround:
1 3 days, 3 hours ‘ |_Tﬂ Make KB | Y Y v ) N
Press and hold both the Sleep/Wake and Home button until the screen turns off. Wait for yot
i ‘ B Export | ‘ (=) Print | device to restart. Still need help? Plug into power, then try ogain.
E5
. @l Discard&Exit |

o Best Regards,
v i ] e supportTeam

8/14/2021 4:19:27 PM Reply received from Mardo Garcia

A S Build: 11.0.288.0

K|

‘4" Hi Support,
.." Here are the info you had requested: iPod Touch, 160 GB variant blue color, manufactured

& year — 2015

"‘
.;‘.. Hope this helps!
Mardo
CONSOLIDATED

C ON\-ERSJALTI ON 8/14/2021 4:15:39 PM Reply sent to Caller (Mardo Gargia) by Agent (AssistMyTeam Support)

SHOWS ALL THE | Himardo Gergis,
C OMCJATIONS Please tell us the model and variant info of your iPod.
BETWEEN THE Best Regards,

Support Team

CALLERARD LR g aan 12:55:13 e problem descrpton reced from Caler ardo Gargi)
HELPDESK

My iPod freezes and won't shutdown! Please help.

This eases the task of the helpdesk and minimizes repeating what has already been done, while keeping support team
members to stay on the track. Another advantage is it allows the agents and managers to quickly glimpse through the
conversations and get a complete overview on the responses in chronological order and resolution applied to the case.
This is hardly possible if you were to refer to multiple email responses and on top of it, the efforts required to navigate
multiple Inboxes and Sent Items and scan for the right emails.

;‘;:’\shihl MyTeam
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7.2 Time Spent on Case
The Time Spent section lists all work sessions performed on the case by the agents and managers. This time spent field can be made

optional or mandatory before marking the case as closed. By default, it is optional. Also, to calculate cost for billing purpose in
reporting and statistic tools, Helpdesk needs to have a valid work time from the assigned agents.

@ Case & Tme(5) @ Notes(1) |23 Related
Time Spent |3‘3?minutese‘| o | Eﬂ| =] Fta'rmea

Agent Date Description Value

@&ristnpher Columbus 8202017 9:26:00 AM Logged case, replied to callerformor... 17 minutes
@&ristnpher Columbus 1172072017 5:55:00 PM Contacted caller, replicated the issue ... 200 minutes

@ﬁssistM}rTeam Support 1272672017 3:54:.00 PM  Remote assistance 15 minutes
(54 Mlbert Souza 1122018 12:38:00 AM  Testing on Windows 2002 server 45 minutes
@ﬁndr&w Miller 11272018 12:3511 AM - Visited site - meeting with Manager Paul &0 minutes

List of all time spent entries made by agents assigned to the case when working to resolve it. Apart from the time spent
value (either in minutes or hours), each record in the list shows the agent’s name who made the entry, the date and time

etc.

e Shows the total time spent (either in minutes or hours) made so far on this particular case.

Enter a new time spent value to the case. A pop-up dialog allows you to enter a duration (in minutes or hours), as well as
description of the work done.

(4 Add New Time b4

Time Spent

() Enter Start and End Time

Short Description
Test Minutes| |

You can also enter a start and end time so that the duration is automatically calculated.

(54 Add New Time x
Time Spent
() Enter Duration
Shert Description
Test Minutes| |
@ A4
| Cemedd
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Edit an existing time spent entry. You can also modify the time spent value and description. The agent and time stamp
are however, read-only.

(5 Edit Time ¥

Added By |Mia’15iva

Date |8/10/2021 12:47:03 PM

e Remove the selected time spent entries from the case.

NOTE: you need to save the case in order for the removed entries to be permanently reflected to the case.
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7.3 Add Notes to Case

The notes section enables the agents and managers to add private notes to the case for internal use.

@ Case (2 Tme(s) @ Notes(3) [Z3 Related Cases

Add new note

This seems to not wark on DVD +RW varant.

Bxasting Motes

[Added by AssistMyTeam Support at 1/4/2018 5:44:05 PM]
DVD or CD Sharing must be selected (as shown below)in order to use the optical drive from your MacBook Air.  you
before others can use the optical drive on the computer, select the option called "Ask me befare allowing others to us:

[Added by AssistMyTeam Support at 1/4/2018 5:43:39 PM]
Onece in the Control Panel, click DVD or CD Sharing Option as shown below.

[Added by Christopher Columbus at 8/3/2017 5:26:42 AM]
This problem needs to be studied carefully. From the inttial looks of it, the issue does not appear to be that serous, but
examination, | have come to the conclusion that this small bug leads to the complete breakdown of the system

o Enter the new note that you would like to add to this case.

Click to add the new note to the existing notes of this case. Each note that is added to the case bears a
header title that has the agent’s name and the date and time the note was added.

o Existing notes of this case. Each note is separated by an empty line.
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7.4 Related Cases

The ‘Related Cases’ tab lists all the ongoing and resolved cases logged for that particular caller, or company or email domain so the
responsible agents can have a panoramic view of all past problems history.

@ Case (J Time(l) @ Notes(1) L& Related Cases (2)

Related Cazes
m&” |£'L'me selected case | =il Merge selected case e-‘

D Created Subject Resolved
_ﬁE 81172021 12:47:03 PM  [6] How to use Remote Disc to share DVDs 0.,  Tue
_ﬁﬂ 872021 12:4704 PM [8] Useful keyboard and trackpad tips and sh...  True

o Choose a filter (caller, company or domain name) that will be used to search for matching cases.

the case entry to open it.

Merge the selected case with the current case. Sometimes, a caller might contact you through separate
emails or channels regarding a particular issue. The same issue might be logged as a case by a different
agent not knowing an existing one already exists. To avoid duplication and conflicts, you can such cases
into one and keep the communication streamlined.

e Open the selected case in its own case form (e.g., inspector window). Alternatively, you can double-click

The merge action is irreversible, and causes the following things to happen:

a) One of the cases becomes the primary case (you get to choose).
b) All conversations from the secondary tickets are moved into the primary case.
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8. Raise a new empty Case

Sometimes you might need to raise new case based on the issue reported by your caller through phone calls. In such situation, you
can press the ‘New Case’ button located in the helpdesk toolbar to raise a new empty case and feed the information including the
issue description into the form.

Home Send / Receve Folder View

AssistMyTeam Helpdesk
= 0n BE & =& &
My My Report My Settings = Mew Convert Add to Existing Resetlink Create Reply
Dashboard Generator Statistics = Case to Case Case ~ to Case KB with a KB

AssistMyTeam Helpdesk (11.0.285.0)

Within the empty case form, the first step you typically would like to start is by entering a short summary in the subject to enable for
quick identification and then describe the issue in detail in the body field. You can insert supporting files as attachments (similar to
how you attach a file when composing an email in Outlook).

Untitled -

Discussion

Discussion

x ¥ Helpdesk 2 To Manager ¥ o5 e + Eﬂ; ==I | !'E £ Find A]) q
EJ Team Email v Done = Related ~
Delete =) _ Move ‘3 Afans = Mark Categorize Follow B Read Zoom
& Reply 8 Delete ¥ Create New v . Unread s U= [+ Select ~ Aloud
Delete Quick Steps [ Mave Tags Editing Immersive | Zoom ~
© Case (@ Time () © Notes(0) 3 Related Cases | Casestatus:Processing | Case Priority: Normal
. Fri 8/20/2021 1:16 AM
SR D [Brow 01 B [ Soiem || BoA [EmptyID] .. AgsistMy Postsson
Recaived /2012021 1:16:39 AN S e V] - PostedTo  Cases
Created an - -IReply to Caller Conversation
Display Name -
Medified 22002021 1:16:39 AM Sﬂ Reply with a KB Subject |
Created By Mobile Disable Alerts for
Modified By Address - [ Callers e
First Response |B/20/2021 1:16:38 AM [ Agents
Case Age _ [=# Edit Soluticn
Status Processing - | Company w |
- 2 Mark Complete
oty [Noma § sty Toam Suppor
Caegery | |
Type v] [ [ (£ Saveto DB
QS ORI Respond Date | i | ‘i” [& Remove from DB
Asset Added =
DwDse | | =[5
Asset Description - g Save As Draft
{3 Make KB
H5 Export (=) Print
Asset 1D ]
Asset Name #] Discard & Exit
e e - 4 Forward E
Build: 11.0.285.0

o Enter a brief summary of the issue reported by the caller on the phone in the subject field.

e Enter detail description of the issue on the body field.

e Feed the caller’s name, email address, phone number, company etc. into the caller information section of the case form.

Once the required details are entered into the form, click the ‘Save to DB’ button to generate and assign a new ID to the case. You
can then provide this ID to your caller on the phone. Additionally, the add-in will also automatically send a confirmation email alert
to the caller.

>




o

AR T— -
Not just emails, do more with your Outlook

Helpdesk for Ql‘jﬂdOk

9. Raise a new case from an email manually

Support cases can be generated from diverse source such as incoming emails, appointments, tasks or phone calls and are available
instantly to all members of the helpdesk team in Outlook.

9.1 Convert email, appointment or task item to a case

In your Inbox or calendar or task folder, select that particular email, appointment or task item and press 'Convert to case' located in
the helpdesk toolbar to raise a new support case.

= 6

File Home Send / Receive Folder View

=S = ||
My My Report My Settings ew] Convert fdd to Existing  Reset link
Dashboard Generator Statistics =

AssistilyTeam Helprs

(11.0.288.0)

Search Current Manij ox

All  Unread %
Vi | O|@ |susect %

L]
4 Date: Tuesday '

[ Junk Email ! '
iPod freezes and won't shutdown

=1 Sent [tems

'E Deleted tems

=] Outbox
4  Date: Monday

5 h Fold
jj} earch Folders @Jtestme

You can then add further details (such as the classification of problems the request falls into) to the case form.

E [1] iPod freezes and won't shutdown - Discussion
File Discussion
@ Case (= Time (2) ,:,{‘ Notes (1) Lé Related Cases ﬂThis message was sent with High importance.
= Ongoing Case #1  |amearamERa IETEET
m”} 1 CALLER | % Callers list | @GAL | g g Case Jtdta.rll —
Received 8142021 11:55:00 PM Email |rnardo.garcia@assistrrmeam.cc — | From ASS|StM\ Posted On i 8/13/ :
Created on /472021 11:55:00 PM : | & Reply to Caller | ’
) Display Name Mardo Gargia - Posted To Cases
Modified B14/2021 12:19:39 AN Phaone B43460029 | ﬂ Reply with 2 KE | Conversation  iPod freezes and won't shutdown
Cr=EEY Aung Hun Mobile 7122323111 Disable Alerts for Subject [111iPad freezes and won't shutdown
1 AzsisthyT: Si rt
Mokl ey Address G4, Hummer Avenue, Miami, Forida W=
First Response  |8/1/2021 11:55:00 PM 9384 [ Agents
Case Mge 9 days, 12 hours, 28 minutes | @ Edit Solution |
Status Invalid « | Company |K.i|oStar Engine ~ | | & Mork Coml |
=y mplets i f |

Priosity High < | IEEENE) [Aung Hun Z My iPod freezes and won't shutdown! Please help.
Category Music Players v| | SRadd Ma
Type iPod Classic v Self | [y Save 1o DB |
m Respond Date | 8/15/201 v| | 7:55:00 PM |1 is | [3 Remaove from DB |

Due Date [[8/15/2021 v/ | [11:5500PM |z|| | 7 Sove As Draft |

RESPONSE DURATION:

There are no custom fields defined First response to caller was initiated in 3 days, 3 hours | I_Ta Make KB |

OPEN DURATION: | Bl Export || () Print |

Still active, 3 days, 12 hours, 28 minutes since it was

raised | @llDiscard@Exit |

RAISE DURATION:
Raized in 2 days after the first request was received g FiE IZ“E‘

BREACH DURATION: :
1 day, 11 hours, 31 minutes left to resolve this case Build: 11.0.238.0
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9.2 Raising a new case after sending the initial lead/contact to the caller

Sometimes, the helpdesk team may need to initiate or start a case without a request received directly from a user. For example, you
send a user the serial number for a software they have purchased not because of a request they sent in. So, typically, in such
scenario, you are initiating the communication by sending them an e-mail that says “Your key is xxxxxxx and here is a link to the
software”. At the same time, you want a case to be opened based on that email sent to them.

To accomplish this, a check option 'New Case' is provided in the compose window of the email. So, when you check this option, and
press 'Send' button, the email will be sent successfully to the caller/contact. At the same time, AssistMyTeam Helpdesk will raise a
new case based on that email, with populating the caller details and the description of the problem/email.

Insert Options Format Text Review Help Q' Tell me wh

[v] Mew C sy X Cut - A v a— a— 2]
N Calibri(Boc~ |11 ~| A A  := - E: - b |ﬂ-ﬁ
Paste 2 oY Add
aste BE I U 3aF. - | B=E==| &= 3= re:
- ~ Format Painter = '& - | — — Book
Team Helpdesk Clipboard a EBasic Text Fa M
From helpdesk@AssistMyTeam2. onmicrosoft.com
To.. | || MonicaLewis
Send
Cc... |
Subject |Seria| Key attached for your purchase
Attached LicensekKey bt .
acne 768 bytes
Hi Monica,
Your serial key is attached with this email. Should you have any question, please contact us.
Support Team
XYZ

A new case is raised based on that email sent to the caller/contact.

=d Users () Logs(0) Motes (0) Related KB Aricles . fnariti
Ongoing Case -H.a.faltlrlg

_EE| 55 Callers list || {5 GAL | #145 Conversation  Serial Key attached for your purchase
Email |monica@assistmyteam2.anmim5uft.c: w ” .ﬁ e Subject | [145] Serial Key attached for your purchase
Lipply Default [] Technicians [JsLa _
First/Last Name [Mrica [Lewis | | ChRepy ||| % LicenseKey.tit .
Display Name |I'¥'Inr1ica Lewis 880 bytes
Phaone | % | Calle@ .
Mobile | IESIE [ Technicians 1/12/2018 9:00:00 PM - Problem description recei
Department | | | Tabs | [MLst |
Address | . Edit Solution || HfMonica, o
Your serial key is attached with this email. Shoult
| i Mark Complete | please contact us.

Company | v ||| #lSwesExit |

Apply default technician | I.a Make KB | Support Team
| AssistMyTeam Support IR | XYZ
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10. Add an email to a case
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Iy with a resolution S

If you want to add an email to an existing case, click ‘Add to existing case’ button available in the helpdesk toolbar in your Inbox.
This is useful if the caller emails the helpdesk multiple times on different threads but on the same issue or case. You can manually
add such related emails to an existing case in a click.

Send [ Receive Folder Vi Q' Tell me what you want to do

2aldlls © 9 @ o

) e Mavigate To -
Settings  Mew Convert Add to existing Create Reply Reply with Reply All

- Case to case - KB withaKB aFAQ witha FAQ L'_li‘\ My Cases ~
£ "wThrough Search 0[19-1-4-2‘4‘3‘]
b =7 Inbox 201 123 Theough ID eead
! *
-
- [ Drafts s, @00 |susecT
I [z Sent [tems "* Problem with my Printer! [113]
E Deleted [terms 43 + | don't see the Manager Tool in Outlook 2007

] E:E'_ Mew Enquiry Submitted from Contact Page
Archive

'Add to Existing case' is available in two variants:

o Through Search - The selected emails will be added to the chosen case in the search panel. If you don't know the case ID
to which you want to update the emails to, use this method to search for cases that meet certain criteria and from which
you can choose one quickly.

s, Addto Case #

Time Period |A|-|-|_,r v|

Report Type |Ar11_r w | Filter By Technician

Search by |Ted'1r1i::ian w | MName |Aaron Beit

Group by |None e |

Scope (® All () My Cases | | 5 Search I | Reset | | E

Case #107 selected. Click 'Add’ to Continue f Confirm Cancel

Subject Case Mumber Due Date Technicians Respond B
Ej [102] Troubleshooting the MacBook Air SuperDrive 102 1202017 5:18:00 PM Aaron Beit 1/20/2017
=1[107] How to Use non-standard discs in optical drives 1/13/2017 5:18:00 PM Aaron Beit 1/13/201
B [42] How to use Remote Disc to share DVDs or CDs... 42 1/19/2017 12:35:00 AM Aaron Beit{Alfred C...

E [91] How to install applications using the MacBook ... 91 1/21/2017 5:18:00 PM Aaron Beit 1212017
£

Total: 4 |Ij Ongoing: 3 " Response Time lapse (0} || Due Time Lapse (0] |_

e Through ID - If you already know the Case ID to add the selected emails, you can enter it to update quickly.

Case Mumber >
Enter the case number to which this particular
email would be added to?

1113 |
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11. Add replies to associated case

itml |

If the emails from the caller already have a case ID embedded in the subject, you can press ‘Add to Case # button and the add-in will
accordingly update the case with no further input required from you.

Home Send / Receive Folder View Q' Tell me wha
m 3.?::_'_ v}_ﬁ - [% _ = T
Settings  Mew Convert Addto Open  Reset link Create Reply
- Case tocase Case®113 Case®113 to Case KB with a KB
‘ AssisthMyTeam Helpdesk (11.0.289.0)
L}
> All Unread ]
x| O @ | suBlECT -;

Problem with my Printer! [113]
| don't see the Manager Tool in Outlook 2007
E?;_ Mew Enquiry Submitted from Contact Page

Instead of manually updating the case with replies to existing case from callers, you can automate this process so that the agent add-
in will selectively monitor incoming emails and only process those replies that have embedded case ID in the subject and
subsequently updates the associated cases. You can enable this automation from Outlook > AssistMyTeam Helpdesk toolbar >
Settings > Personal Settings > Email Tracking — Incoming tab.

£ Administration Panel : Personal Settings

|

Save Exit

General Incoming Email Tracking  Qutgoing Email Tracking  User Interface  Other Options

Automatically track incoming replies, and update the associated Support Case

Account Type

%helpdesk@nssisﬂﬂﬂea. .. Inbox
] %support@assjstﬂyteam. .. Inbox
[ 1 Fibahrur @AssistMyTeam... Inbox (Default)

By default, the add-in only tracks and processes the emails associated with existing cases from your primary mailbox. However, if
you receive emails from callers to other mailboxes in your Outlook, then you must specify those mailboxes too. Enabling this would
force your AssistMyTeam Helpdesk Agent add-in to look for incoming/outgoing emails in those mailboxes too.

Page5 2

oy, .
Back to TOC ‘ AssistMyleam



Page5 3

Back to TOC

T — -
Not just emails, do more with your Outlook

- i ‘\> N - = V.v ”
Request JOESUppOr : ywith a resolu;ion‘
. G

Helpdesk for Outlook

12. Remove link to case from an email

This button will be visible when you select any email that has a case ID (with or without Prefix code) in the subject. Clicking it will
remove the references of the case from that email. You can then raise a new case from that email.

Send / Receive Folder View Help AssisthMyTeam Helpdesk

IEEIEEEEE] B

My Report My Settings  Mew Convert Addto Open Create

Dashboard Generator Statistics > Case toCase Case®1 Case ] KE
AssisthdyTeam Helpdesk {11.0.285.0) 3
_*
> Search Current Mailbox *“
'P'.
All - Unread o
L]
U2 B |@ | FROM | SUBJECT o
4 Date: Last Week '.‘

E‘;‘_ AssistMyTea... [1] iPod freezes and won't shutdown

%,;nssismyl eam
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13. Automatic Case logging in Inboxes

Many organizations believe e-mail is a highly efficient way to have their customers submit service and support requests. Your
customer writes in the problem, presses send, and within seconds, it is in support mailbox of your helpdesk account. But the reality
is that nothing happens until someone reads it, creates a case from it (this usually involves cutting and pasting from the e-mail), and
assigns it to an engineer or agent for resolution. Because there is both manual labor and personal attention involved, the process
can result in delays, support requests falling into the cracks, errors in transcription, and unhappy clients. And unfortunately, this can
become a barrier in the helpdesk main goal, which is to provide timely response to the caller. This is a nightmare scenario for
helpdesk team.

Fortunately, this is easily avoided in AssistMyTeam Helpdesk. As it is integrated seamlessly with your Outlook email client, there is
no requirement to cut and paste information from the email to the support case. Even better, there is no need to manually process
each email. You can configure your helpdesk add-in to monitor any number of mailboxes and email folders in your Outlook such that
it can intercept incoming emails and automatically generate cases out of the emails, all instantly i.e., as and when emails hit the
inbox. With this kind of setup, you are freed from having to monitor inboxes manually every now and then.

Additionally, you can extend your helpdesk to even assign default agents to newly logged cases on the fly, based on the linked
relationship between agents and the prefilled fields such as sender, domain name or problem type. This automates the case logging
and assignment entirely on its own. The generated cases are then stored in the helpdesk database making them available to all
members of your team for collaboration. Any file attachments from the original emails will be automatically attached to the case;
making distribution of inbound requests simple and informative. This way, all support submissions are captured and centralized in
order to execute efficient and effective customer service.

Email Monitoring and Automatic Assignment >

Select an option
Select Folder o

Mew Selected mailbox/folder

| | - Cepifi o slpiel Aele
Folder or Mailbox Problem Category Problem Type Agents Active
=) \WPublic Folders\Inbox ~ Services Sales Aaron Beit True
=) \\supporti@assistmyt. .. Adrien Silva/Aung Hun True

=) \\Info @AssistMyTea...  Music Players Aung Hun

35 Edite o Activate All .| De-Activate All L@ L@ Remove All |l Save Exit

Choose an Inbox or email folder (such as an Exchange folder or Public Folder) that will be monitored by the helpdesk
add-in to and raise new cases from incoming emails automatically.

Select Folder >

Folders:

A E Public Folders A | 0K |

Inbox
7 Drafts Cancel
7 sent ltems
[Z] Deleted Items (1) Mew...

AHOH

All Public Folders

AMO

Auto

Auto 4

Autol

Auto?

Auto3 W

F—_ . .
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A ‘Select Folder’ dialog box allows you to choose the Inbox folder from your Outlook. And then click OK. Now click
‘Confirm and Add’ to the monitored list.

e Click this to customize the metadata for the automation, such as specifying a default category, type, agents - new cases

will take.

Specify Metadata n
Problem Category | Services e |
Problem Type | Sales w |
Agents [#] Aaron Beit

[] Abel Conie

[] Adam Smith

[] Adrien Silva

[] AssistMyTeam Support

[] fung Hun

Automation State [«] Active

Lastly, you can enable or disable the case automation state for the particular mailbox account or email folder. You may

want to disable the automation process temporarily on a particular mailbox or folder if for instance, a maintenance or
migration is planned.

Click this to activate all chosen Inbox folders for automation.
Click this to de-activate automation from all the chosen Inbox folders.
Remove the selected Inbox folder from the automation list.

Remove all Inbox folders from the automation list.

CRCRENC
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14. Knowledge Base

The inbuilt knowledge base in Helpdesk allows agents to document best practices and solutions to common problems so that they
can be used when replying to time-consuming and repeated queries. Any support case is eligible to become flagged as a KB Article.
An agent recognizing a repetitive support issue, can easily flag a resolved case as a knowledge article. Thus, it acts as an effective
knowledge sharing medium, boosting support productivity by leveraging collective knowledge and providing invaluable KB Articles to
support techs in a snap! It also helps in improving the average "First Call Resolution" timing significantly, as technicians find
resolution to problems quickly.

18] SUBJECT CATEGORY > TYPE CREATED BY  CREATED OM PRIVATE

|_=.ﬂ.1 [KB-1) How to Use non-standard discs in optical ...  Services AppleCare Abel Conie 8/4/2021 124700 PM  False

|_=.ﬂ.5 [KB-5) The drive doesn't accept any discs Fusic Players iPod Classic Adam Smith  8/3/2021 124700 PM  False

|_=.ﬂ.4 [KBE-3) Apple Portables: How to disconnect the M... MNotebooks MacBook Adam Smith  8/13/2021 1247:04 P... False
[KB-2) MacBook Pro: How to remove or install the... Notebooks MacBook Pro Aaron Beit 8/1/2021 12:47.04 PM

|_.=ﬁ. 3 [KE-3) MacBook Pro: How to install memory Motebooks MacBook Pro Aaron Beit 872021 1224704 PM  False

14.1 Understanding the Article form in Outlook

It is very easy to use the knowledge base in Outlook. A Question-and-Answer format is used to intuitively display Knowledge Base
Articles. Each Article may have any number of file attachments associated, rich-text elements, and hyperlinks to other web pages. All
articles are tagged with a related problem category and problem type, so it is easy to find a particular resolution at time of needs.

(KB-1) How to Use non-standard discs in optical drives - Discussion

Discussion

;, P -
x Helpdesk 3 To Manager m ‘5 Rules ~ f N7 ==I h‘ 5% A Find AI)
. =1 Team Email v Done ¥ I S S [£] Related ~ -
elete = _ ove “3 Actions ~ ar| ategornze Follow ranslate =% ]
& Reply & Delete ¥ Create New . ] Unread N Up . [+ Select ~ Aloud
Delete Cuick Steps I IMove Tags Editin Immersive
Conversation How to Use non-standard discs in optical drives é
KB #10 Subject (KR-11 How to llse non-standard discs in antical drives
Many optical media are available in unusual sizes and shapes. Your compute
Created on |8/4/2021 12:47:00 PM i :
not be able to accept discs of a nonstandard size and shape.
Modified [8/18/2021 6:17:00 PM |
Category |Senrices w ‘ Drive mechanism Standard discs Monstan
Type | AppleCare w slot loading Yes No
e [] Private Slotted tray Yes Mo
Flat carrier tray Yes Yes
[ Edit Solution 0 5§ Forward @
Some of the computers that use a slot-loading optical drive mechanism inclu
[ Save & Exit 9 [ 4 Remove from DB @
&7 Save As Draft ] Discard & Exit @ » iMac (Slot Loading) and later

» PowerBook G4 and later
+ iBook G4 and later
+  Mac mini

: ¢ iMac G5 and later @
H Export to File %= « Power Mac G4 Cube

o KB ID

The unique ID that is identifies the KB article in the helpdesk database.

e Created On

Displays the date and time the knowledge base item was created.
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Modified

Displays the date and time the knowledge base item was last modified.

Category

Drop down list of all available problem categories defined in AssistMyTeam Helpdesk problems list. You can select a value
from the list to mark the category to which the current knowledge base item belongs to.

Type

Drop down list of all available problem types (sub-categories) of the selected problem category. When you select from
the problem category drop down, another tier of problem type lists will be loaded in the type drop-down control. These
nested tiers of categories/types are complete customizable to your organization's business model and act as somewhat
of a guiding decision tree when you search for a particular knowledge base article.

Private

Check this option to set the KB article as 'private’. Private KB articles can be set to not publish to the online KB module of
Customer Web Service (CWS) site. Further, you can also set AssistMyTeam Helpdesk to hide the private KB articles from
showing up in the 'Reply with a KB' dialog panel. You can control these options from 'AssistMyTeam Helpdesk Manager
Add-in > Advanced Options > KB' tab.

Edit Answer

Click this button to edit/revise the description content of the knowledge base. By default, once a knowledge base article
is created, subsequent accessing displays the KB in read-only mode.

Forward

Click this button to forward the current knowledge base item (including attachments) to a contact.

Save to DB

Click this button to save any changes made to the current knowledge base and close the inspector window.

Remove from DB

Remove the article permanently from the helpdesk database. You will be prompted with a confirmation. WARNING: This
action is irreversible and so be very sure what you are removing.

Save Article as Draft

Press this to save the current opened article as a draft item your Outlook, so that you can edit it again later on without
actually committing the changes to the helpdesk database. This may come handy in situation where you are waiting for
more inputs, or you are typing in a long description of the problem and you only want to commit to save the changes to
the database when you are fully ready.

At any time, you can click ‘Save to DB’ button to commit the changes back to the helpdesk database.

Discard and Exit Article

Press this to cancel any changes made to the article and close the article window from Outlook, without committing any
changes to the helpdesk database.
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@ Export to file

Export the current article to PDF document file. You can also export to Word Documents, HTML, plain text etc.

Adobe Portable (PDF)

Export To Webpage (HTML)

Export To Archived Webpage (MHT)
Export To XPS

Export To Word 97-2003 (DOC)
Export To Word 2007-2013 (DOCK)
Export To RTF

Export To OpenOffice ODT

& & |E

E®

@ Form Orientation

Change the orientation or placement of the article form in either left or right side of the conversations box of the
inspector window of the opened case.

Right Side
Placement

Left Side
Placement

@ Article Subject (or Question)

The subject (or a question or a summary) of the current knowledge base.

@ Article Description (or Answer)

The description field of knowledge base item. A Question-and-Answer format is ideally suited to intuitively display KB
article. It may have any number of file attachments, HTML formatting, and hyperlinks to other web pages etc. You can
use the default Outlook formatting tools (such as bold, font, fore color etc.) on this field.

Q‘;‘\sﬁismyl eam
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14.2 Creating a new Knowledge Base Article

An empty knowledge base can be created directly from the dashboard, in which case, it would have to be fed manually. A knowledge
base can also be generated from an existing Outlook item such as email, task or appointment. Generated knowledge base item will
then inherit the email body (and its format) as well as any number of attachments. Agents or helpdesk managers would then tag
with a problem category and one of the types available for that selected category.

There are many ways to create a KB article and store it in the helpdesk database.

Creating new article from Dashboard

To create an empty KB article from scratch, click ‘New Article’ from the menu you get under ‘+’ in the helpdesk dashboard of
Outlook.

Mail Calendar People Tasks Notes Folders Shortcuts -

3 Helpdesk Dashboard - Listing as of 8/23/2021 4:35:28 PM ,.i"‘

'E':g, MNew Caze E BAllems O _& Mﬂm Hunznn‘ta| - 0 5 5 0 0
Search Cases ||Tﬂ Mew Article 4° il ess [Enter] | i =z Open e A—s:;'ed Anshiz:
Q Time P“-‘”l 24 New Caller | w Case Type | Any w Columns..

5& Search Result : 10 cases found! Group by | None w Eljm

¥

e

Alternatively, you can also click ‘New Article’ button located in the Articles section of the dashboard.

#4 Helpdesk Dashboard - Listing as of 8/23/2021 4:35:31PM

%5 NewCase ¢ @ BAlltems (O _AMyltems | Horizontal 0 5 5 0 (
Mot M
Search Aricles e |T3-'|:e keywords and press [Enter] | Today's New Open Resoives Aszigred || Answ
Q Time Period | Any w Article Type | Any ~ Columns..
=1 \ : =
,;_ﬁ, :- Search Result : 5 articles found! Group By | None v :jShml
& _ _
Y@ Mew Article | 3 Edit | 4 Forward | [4 Remove | Export As | &S} Print
]
|
o b SUBJECT CATEGORY = TYPE CREATED BY  CREATED OM
E B [IJ Create a new empty KB article | ;- optical ...  Services AppleCare Abel Conie  8/4/2021 12:47
= .35 [KB-5) The drive doesn't accept any disecs Music Players iPod Classic Adam Smith  8/3/2021 12:47
”ﬁ fﬂ.rﬂf [KBE-4] Apple Portables: How to disconnect the M., Motebooks MacBook Adam Smith  8/13/2021 12:4
% Eﬂz [KB-2} MacBook Pro: How to remove or install the... Motebooks FMacBook Pro Aaron Beit 8/1/2021 12:47
= fﬂ 3 [KE-3) MacBook Pro: How to install memory Motebooks MacBook Pro Aaron Beit 8/7 2021 1247
1

Creating new article from Inbox from an existing email

If an email contains useful information that helps in solving a problem, you can use it as a source to create a new KB article in the
helpdesk for future use. From your Inbox folder, select that email and click ‘Create KB'.

File Home Send / Receive Falder View Help AssistMyTeam Helpdesk

My My Report My Settings  Mew Convert Add to Existing Reset link  Create Reply

Dashboard Generator Statistics v Caze to Case Case ~ to Case KB with a KB
AssisthyTeam Helpdesk (11.0.290.0) ‘.f
All Unread
— .
Ui O )@ | SUBIECT ' |RECEVED T
4 Date: Two Weeks Ago *,"'_
Macbook battery won't charge more than E{B'E'T Sat 8142021 11:35 PM
iPod freezes and won't shutdown Tue 810/2021 12:57 AM
Payment Information Tue 310/20271 1257 AM

>
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Creating a KB article from a resolved casg

If the current case contains any useful information that helps in solving a commonly recurring problem, you can use it as a source to
create a new KB article in the helpdesk for future use. In fact, any support case is eligible to become flagged as a KB Article. An
agent recognizing a repetitive support issue, can easily flag a resolved case as a knowledge article. Thus, it acts as an effective
knowledge sharing medium, boosting support productivity by leveraging collective knowledge and providing invaluable KB Articles
to support techs in a snap! It also helps in improving the average ‘First Call Resolution’ timing significantly, as agents find resolution
to problems quickly.

memary RAM in my MacBook? - Discussion

ﬂThis message was sent with Low importance.

Ongoing Case #3 [ coe prorty tom [ s—

| Mon &/16/2021 12:47 PM
I Reply to Caller From AssistMyTeam Support <sup pestedon

Posted To Cases
Conversation iPod won't turn on!

&9 Reply with a KB

Disable Alerts for Subject 141 How ta unarade memorv RAM in mv MacBaok?
[] Callers -
[] Agents Your MacBook Pro computer has two memory slots that you access by removing the
P ry ¥ ¥ g
| 24 Edit Solution | memory door in the battery bay. Your MacBook Pro comes with at least 512
megabytes (MB) of 667 MHz Double Data Rate (DDR2) Synchronous Dynamic
st Mark Complete Random-Access Memory (SDRAM) installed. It may have more memory preinstalled,

depending on the configuration you chose when you bought the computer.

(2 Saveto DB Both memory slots can accept an SDRAM module that meets the following
[ Remove from DB specifications:
Bt Save As Draft s Double Data Rate Small Outline Dual Inline Memory Module (DDR SO-
| Make KB |@=sse  DIMM)format
M Export o |ﬂ o 1.25inch or smaller
- I_I Generate a Knowledge Base article from this case i
| w] Discard & Exit | « PC2-5300 DDR2 667 MHz Type RAM

Forward
| -4 | IZI EI Depending on the configuration of the MacBook Pro you purchased, both memory

‘wiamning: Case Overdue

slots may already be full.
Build: 11.0.250.0
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14.3 How to use the knowledge base articles in Outlook

A knowledge base solution can be used for replying to emails, support case or for embedding into an appointment/task or for simply
forwarding it to an Outlook contact. A dialog window allows the agents to browse through the existing knowledge base items, even
preview it before it can be chosen for embedding into the particular Outlook item (email, appointment, task, support case etc.)

Steps to embed a knowledge base to a new email, appointment, task or a support case.

Select a particular outlook item (email in the screenshot below) and click the 'Reply with a KB' button to display the KB selection
dialog.

Send [/ Receive Falder View ¢ Tell me what you want to do

m :%3_-; 5?._:__ > g . _D 5 -n vl [0 Search Cases Ijl |._|:| (T Ignare
. = ] 3 Mavigate To = Hj 7 Clean Up
Settings  Mew Convert Add to existing Create Reply ‘Weply with Reply All = Mew  MNew
- Case to case case~ KE itha KB aFAQ withaFAQ b My Cases~ Email ltems -~ 39]“”“'
Team Helpdesk (TN T, 49]"; M ew
b =1 Inbox 201 < Yo,
All Unread ., Search test1
I» [ Drafts [1] .
3 _IS. | Vit | 3| | SUBJECT ‘q RECEIVED
[ >ent ftems Prablem with my Printer! [113] ", Fri 12/2/2016 7:3...
Iz] Deleted ltems 43 Can't install RAM on Macbook. Help!‘ Fri 11/25/2016 T:...
Archive | don't see the Manager Tool in Outlook 2007 Fri 11/25/2016 7:...
] Mew Enguiry Submitted from Contact Page Thu 12/1/2016 T....
FE Calendar € A : f

A pop-up dialog box allows you to browse through the existing knowledge base articles, and select the relevant article to be
embedded either as Word, PDF or XPS attachment or as inline content into the email reply.

% Selecta KB O ¥
Enter keywords | _| I ., Search Preview 5
Select an item to insert: 0 L
=0 Motebooks
=43 MacBook o

2 B8 ) [1023] MacBook Pro: How to install memaony

----- & [1024] How to Use non-standard discs in optical drives

----- & [1025] How to use Remote Disc to share DVDs or COs on a Mac
----- & [1026] The drive doesnt accept any discs

o & [1027] Mac 05 X 10.5: Can receive email, but not send email

Resolution: e o]

Your MacBook Pro computer has two memory slots that you access by removing the memory door
inn the battery bay. Your MacBook Pro comes with af least 512 megabytes (MB) of 667 MHz Double
Data Rate (DDR2) Synchronous Dynamic Random-Access Memory (SDRAM) installed. It may have
more memory preinstalled, depending on the configuration you chose when you bought the

computer.
Both memory slots can accept an SDRAM module that meets the following specifications: v
Insert selecfed KB as
~ Insert
@ () word DOC ﬂj () Single File MHT (@) Inline HTML e ha e
s (O Adobe PDF  vil O Microsoft XPS Cancel
[] Send reply directly o

Browse through the listed KBs by problem type and category. Click a KB subject from the tree view to preview the content. Finally,
when you have found the appropriate knowledge base item, select 'Insert'.

>
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The listing of all non-private KB articles available for references. KB articles are presented in tree—wew layout with

problem categories as parent nodes and problem types as child nodes. And KB articles are then shown, grouped by
category and type.

The preview pane - Choose a KB article and click to preview its content in the preview pane located below or right
(depending on the chosen layout).

If you have hundreds and thousands of KB articles, finding the relevant and right articles could be tricky. For ease, you
can search the KB articles with a keyword to find all matching KB articles that contain the keywords. KB articles that
match the search will have light red background color for easy reference.

% Select a KB O ¥

Enter keywords |dlgc ||—Ja o [+] Preview
L3

Select an item to insert: !’— (Search Results : 3 - Highlighted in red)

= m MNotebooks .
=- 3’ MacBook s
g [1023] Man‘ok Pro: How to install memony
----- &4 [1024] How to Use non-standard discs in optical drives
----- 44 [1025] How to use Remote Disc to share DVDs or CDs on a Mac
----- 44 [1026] The drive doesnt accept any discs
- L g [1027] Mac 05 X 10.5: Can receive email, but not send email

Place the preview pane of the chosen KB article to the right (side by side layout)

Place the preview pane of the chosen KB article to the bottom (top to bottom layout)

You can embed the selected KB article directly into the body of the email reply. Any inline images and formatting are
preserved in its original state in the reply also.

From - bahrur@assistmyteamz2, onmicrosoft.com
=1 - e
To.. |sumemller@x}lz.mm Select KB article is
L2 embedded as inline
FEe | content into the body
Subject RE: Can't install RAM on Machak. of the reply
Resolution:

Your MacBook Pro computer has two memory slots that you access by removing the memory
Your MacBook Pro comes with at least 312 megabytes (MB) of 667 MHz Double Data Rate (D
Dynamic Random-Access Memory (SDRAM) installed. It may have more memory preinstalled,
canfiguration you chose when you bought the computer.

Both memory slots can accept an SDRAM module that mepts the following specifications:

You can also choose to insert as attachment in the form of a word document (*.doc), Adobe PDF (*.pdf), Microsoft XPS
(*.xps) or as single file MHTML (*.mht).

From = support@assistmyteam.com
1= PDF version of the
Send To- |somecaller@xyz.com selected KB article
e | attached to the reply
Subject |RE: Can't install RAM on Macbook, Help!

MacBook Pro How to install memory.pdf

Attached e 33 KB

Additionally, you can also customize the attachment name of the PDF or Word document such as naming the attached KB
article file with the ID of the KB, or with the subject summary or a combination of both.

";‘;f'\ﬁﬁiﬁl“}"l eam
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lnsert selecied KB as
® Owerdboc [ O SingleFile MHT O Inline HTML

A @ Adobe POF vl O Microsoft XPS

3G
(O KBID (@) KB Subject (O Both

0 Check this option to directly send out the reply to the recipient without showing the compose window of the reply.

Once a KB article is found that resolves the issue as reported by the caller, choose it from the tree structure and click
‘Insert’ to continue.
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15. Personal Settings

The personal settings, as the name suggest, are each agent’s settings that are applied to AssistMyTeam Helpdesk System locally, i.e.,
the change in the personal settings is not affected to the workflow of other agents. The personal settings differ from other
administrative settings in that it is saved locally to the system's registry, whereas other administrative settings are saved on the
database.

15.1 General Section

E

Save

General

o

Default language of the user interface (UI)
English e

£ Administration Panel : Personal Settings

B

Exit

Automatic Email Tracking

[] Refresh dashboard every o

My default time duration e

[] bisable balloan popup natifiction e
Show helpdesk Context menu on top o

[] Overwrite path to the OLAP cube 6

Refresh Dashboard

You can specify the interval (in minutes or hours) to refresh the listing of cases and articles automatically in your
dashboards. This make sure agents are looking at the information in the dashboard from the most current state of
the helpdesk data. Instead of having to run a number of queries, the add-in runs these searches automatically,
making sure that you are never looking at stale data. You won't have to remember to run important searches once
you have selected the parameters in the dashboard - you'll be able to spend your time gaining insight into your
assigned cases as well as overall state of your helpdesk.

My default time duration

You can specify your own default time duration that will be used selected by default when you add new time spent entry
in the case.

Disable balloon popup notification

Enable this option to prevent the popup notifications to show up (in the right most corner of the screen) when there is a
new event in the helpdesk.

Show helpdesk context menu on top

Enable this option to show the helpdesk context menu in topmost position when you right-click any case or email items in
Outlook. By default, the helpdesk menus are shown in bottom position. When this option is enabled, the helpdesk menu
items appear at higher position in the context menu (right-click menu).
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150 |FROM | susECT
4 Date: Today
inf ist d: P | F
17 O@BSSIS a c°nve't to case  feeee ersona ......
info@assist d: Team Tinu
Add to existing case »
4 Date: Yesterday
info@assist [® Replywithaks d: Team Help
4 Date: Last Week| 2. Reply with a FAQ
info@assist Reply All with a FAQ
info@assist El?.’] Copy
info@assist © % - P
info@assist =4 Scik it
info@assist (. Reply When topmost position is
info@assist @ Reply Al chosen, the heIApdesk
info@assist] . : ‘d context menu items
orwar
info@assist] L appe%ar at higher position
info@assist Mark as Unread ONESSY ACEE S

info@assist §i; Categorize

info@assistm [> Follow Up :Issue Trarkg

info@assistm

Find Related

info@assistm When topmost position is

info@assistm Quick Steps ChOSen, the helpdesk
context menu items
appear at higher position

info@assistm ‘o Rules

info@assistm
Yl Move for easy access
info@assistm 3 [,

info@assistm (G lgnore

info@assistm & Junk

info@assistm x Delete

info@assistn ...
(¢ Convertto case

info@assistm t Team TimeSh
info@assistm Add to existing case » [ OLAP Statisti
info@assistm [-—6 Repiy with a KB Team Helpdes
info@assistm Personal Help

G2 Reply with a FA
info@assistm| € Pywt Q Personal Help

info@assistm Reply All with a FAQ Personal Help

Changing the Ul Language

Choose a language that will be used in all the AssistMyTeam Helpdesk Ul in Outlook. The following languages are
supported:

English, Espaiiol, Norwegian, Danish, Dutch, Deutsch, French, Finnish, Swedish, Portuguese

NOTE: When you switch to any language and save it, the chosen language will be applied to the next session of Outlook.
Therefore, you are required to restart your Outlook for the new language to be affected to all forms, panels and Ul of the
add-in in Outlook.

Overwrite path to OLAP Cube

If the ‘My Documents’ of your workstation is mapped or set to a network path folder, you cannot run OLAP
statistics from your Outlook. In such case, you can specify a local folder explicitly for use for OLAP reporting.
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15.2 Automatic Email Tracking Section

£ Administration Panel : Personal Settings

[ 8
Save Exit
General  Automatic Email Tracking

Automatically track incoming replies, and update the associated Support Case

Account Type
Flinfo @assistmytea.., Inbox o
%bahrur.ipham @as... Inbox
%EFFDF @assistmyte... Inbox
Flabu.hakim@assist... Inbox
Fidavid. webs@assis... Inbox
%mardn.garda @ass... Inbox
%maria.mdriguez@. .. Inbox
%davis.wnng @assis... Inbox
=T sunil kumar @assis... Inbox

Automatically track outgoing replies, andupdate the associated Support Case

Account Type

Flinfo @assistmytea...  Sent
%bahrur.ipham @assi,.. Sent 9
%EFFDF @assistmytea... Sent
Fiabu.hakim@assist... Sent Items
Fidavid. webs@assist... Sent Items
%mardn.garda @assi... SentItems
%maria.mdriguez Ea... SentItems
% davis.wong@assist... Sent Items

= sunil.kumar @assist... Sent Items

o Automatically track incoming replies and update the associated Support case
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Enable this option for the incoming replies from callers to be automatically added and updated to the corresponding case.
The agent add-in will then track and monitor the chosen mailboxes for any incoming emails that are related to existing
cases. And if one is found, it will be automatically added and updated to its corresponding case item.

By default, the helpdesk Agent add-in tracks and processes the emails associated with existing cases from all your
mailboxes. So, you don’t need to manually enable them unless you had disabled them before. If other mailboxes won’t
receive any responses from your callers, you can uncheck the corresponding Inboxes and disable the automatic tracking
feature on those mailboxes.

Automatically track outgoing replies and update the associated Support case

Enable this option so that responses to the caller from the helpdesk are automatically added and updated to the
corresponding case. By default, the agent add-in monitors all the sent items folders of your mailboxes for outgoing emails,
so you don’t have to manually check and enable them unless you had disabled them before.
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16. Helpdesk Summary Reports

Helpdesk summary reports play a vital role in keeping informed managers about recent cases - that were created, worked,
overdue or resolved. AssistMyTeam Helpdesk provides an inbuilt tool that generates reports on support cases based on a
specified interval such as today, this week, this month, last month etc. Any fields can be selected for inclusion into the reports
and can be saved as to file or printed for sharing and easy distribution.

Not just emails, do more with your Outlook

eply with a resolution
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. Summary Reports

Time Period This Manth o v Totdl = 5

Report Type Cases Due B =

Search by Mane o a w

Group by Company o 0

Scope @ All (O My cﬁsese | | “ Search | Reset Fivalnclse
0 &=} Print e | Export to File Exit &2 Refresh

CASE NUMBER SUBJECT Agents Due Date Caller Mame Status Category
Angel Heart Hospital (2)

EP [2] Mac OS X 10.5: Can receive emai, ...  Adrien Siva 8/20/2021 12:47:0...  David Webs Operating Systems

=3 [3] How to setup AirPort Base Station a...  Abel Conie af17/2021 12:47:0...  David Webs Due Lapsed Applications
KiloStar Engine (1]

=5 [5] Troubleshooting the MacBook Air Su...  Aaron Beit &/19/2021 12:47:0...  Mardo Gargia Due Lapsed Maotebooks
StarLine Transport (2)

=1 [1] iPod freezes and won't shutdown Adam Smith g/16/2021 12:47:0...  Davis Wong Due Lapsed Music Players

Ea [4] iPod won't turn on! Adam Smith af18/2021 12:47:0...  Davis Wong Due Lapsed Music Players

Each case in the search result is color coded to reflect the current status of the case. You can easily recognize which cases
require the attention or review, and plan actions accordingly.

Time Period: Choose a time period from the followings under which the search will be confined:
Any, Today, Yesterday, Tomorrow, This week, Last Week, Next Week, This Month, Last Month, Next Month, This

Year, Last Year, Date Range, On

The option 'Date Range...' allows for user selection of start and end date.

Time Period Date Range... w From |lﬂjlﬂjm1? | Elr | Tao |].UI1?I201?! Er |
Reporttype Timesheets Ending ~ 1 October 2017 ¥ k
Search by MNone ~ Sun Mon Tue Wed Thu Fri Sat
Group By Activity v] 24 25 2% 271 28 29 30
; 1 2 3 4 5 B T
3 g 112 13 14
:‘Ei 15 16 1 19 20 2
22 23 24 25 26 27 28
20 30 A 1 2 3 4
| [ Today: 10/17/2017

Report Type: Choose a report type from the predefined ones below:

Any, Cases Created, Cases Resolved, Cases Ongoing, Cases Worked, Cases Due, Cases Response Date, Cases
unassigned, Cases lapsed - Due Time, Cases lapsed - Response Time, Cases with no Due Date, Cases with no
Response Date, Cases with no Caller

Search By: Further refine the search by filtering through keywords or using one of the following helpdesk fields:
Status, Problem, Caller, Company, Priority, or Author.

>
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Group By: You can choose to group the cases either with: Agents, Status, Problem Category, Problem Type, Caller,

Company, Priority or Author.

Fields: For finer control over the output of
report, you can choose which fields (including
custom fields and calculated fields) are to be
included in the report.

You can sort the items by clicking at the column
headers, as well as also re-arrange the columns
in the list view according to certain sequence of
your choice, and even set the width of the
columns. These formatting from the List view
panel will be inherited on other tabs - HTML,
editable HTML and Grids.

The tool will remember your choice in
subsequent runs. You can re-arrange the
columns by drag-and-drop to get the kind of
view you want. And the display order of the
columns will be retained in subsequent
sessions.

[} Search

Reset

elete | [ Export To PDF - | &4

er

Caller MName

Technicians

Due Date

[ Fields

Caller Email ™

-1

Choose columns to display

*

Mandstory Fields

@ Subject
T Case Number

Confirm

Optional Fields

C= Technicians
= Due Date
C=Caller Name
1= First Name
[]C& Last Name

T Caller Email
= Mobile

= Phone

T Address

Cm Departmeant
C= Company

= Respond By Date
= Resolved
[]=&Closed an

U CmCategory

O = Type

[ Status
[[]==First Response
= Origin

[ AT A e a_ g

Choose your own
columns to

display in the
search or report

W

Cancel

AT rrmnrn nF P omtms EeForm e

Some useful calculated fields that you can include in the report:
e Raise Duration - interval between when the support request (email or phone call) was received and when

the case was raised.

S Tiramen FETT The: A AT 004 .40 BEA % L2

e Response Duration - interval between when the support request was received (email or phone call) and

when the first response was made to the caller (by an agent)
e Open Duration - interval between when the case was raised and the current time.
e Resolution Duration - interval between when the case was raised and when it was closed/completed.

e Breach Duration - interval between when the case was due and when it was actually closed/completed.

Scope: Choose if to confine the search to your assigned cases only or include all cases.

Print the current report - When you click ‘Print’, you would be presented with the print dialog (similar to one used
by Internet Explorer browser). Within that dialog, you would be able to customize the print settings. Note that, as
there are multiple report modes (namely, list, HTML, Grid), the printed report will be sourced from the current

mode (tab) that you are in.

Save the current report to file — Once you get the look and feel of your report, you can then export the report to
one of the many popular document formats supported such as Microsoft Excel sheets, Word documents, Adobe

PDF, Rich Text or web page etc.
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=, Print | I Bxport to File Exit

EM ust [ HTML (7 d/ | Excel 2007 - 2013 ("xisy)

[51] Troubleshooting the M Excel 93 - 2003 (*.xds)
rench

5 Drive 55555
uperDrive Word 2007 - 2012 (*.docx)
Waord 93 - 2003 (*.doc)

19 days

Company: Michellin Fas

|#h  Adobe PDF (*.pdf)
Microsoft XP5 (*xps)

[39] Troubleshooting the M :

SuperDrive Plain Text (*.bxt) gh 15 days
[52] How to setup AirPort Rich Text (*.rtf)

and Metwark G| Web Page (*htm) @ 4 days
[53] iPod won't turn on! == get ison 2 days
[95] How to setup AirPort HML (Fxmil)

and MNetwork gh 21 days

e List report view mode — This act like a template to the other three report modes. For finer control over the output
of report, you can choose which fields (including custom fields) are to be included in the report. You can sort the
cases by clicking at the column headers, as well as also re-arrange the columns in the list view according to certain
sequence of your choice, and even set the width of the columns. These formatting from the List view panel will be
inherited on other tabs - HTML, editable HTML and Grids.
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17. Helpdesk OLAP Statistics and Reportihg

With the integrated Online Line Analytical Processing (OLAP) tool, helpdesk managers can analyze the support request data in
multidimensional view and extract mission critical information and intelligence that will enable better decision- in your
helpdesk and organization. The tool supports the ability to explore large complex data sets and allows displaying in grids,
charts and graphs and support most common operations such as pivoting, drill down/slice and dice, filtering etc. With such
arrays of information, the organization can reengineer their help desk processes, reinforce resources and forecast problem
areas and exploit all these factors for competitive advantage.

Why OLAP?

Real strength of OLAP is its ability to examine and view data in ways not ordinarily possible. By allowing varying levels of
granularity during data inspection and visualization a lot of information can be revealed that would otherwise be hard to
attain. Given that most business models are constrained by more than three dimensions, it is hard to fully evaluate a business
without the ability to inspect each dimension in detail while preserving context eliminating all guesswork. OLAP is perfectly
suited for this purpose. Now it’s easier than ever to spot new trends and discover unknown problems in your data flow. The
statistical tool will help you gain an insight into your data and make new discoveries. Comes with various inbuilt reports
specific to AssistMyTeam Helpdesk Cases.

Reporting made easier

The statistical tool's simplistic point-and-click interface will ensure managers easily achieve the high-level views of information
they require. Additionally, the OLAP client makes creating reports destined for different management levels a simple task -
eliminating managers' dependence on IT personnel. By unifying data analysis needs on a single platform, it provides an
unparalleled array of reporting tools for web portals, intranet applications, websites, and other data-rich applications.

Printing capabilities
You can print your report to share it with others using the built-in Print Preview window. You can tune your page/printer

settings before printing. Also, if you feel like sharing the report through the net or by email you can easy export it to a wide
range of formats including PDF, XLS, CSV, JPG, etc.

Copy to Clipboard

Select any data range in Chart/Grid and copy to clipboard. Then you’ll be able to paste it in an Office program for further
analysis. You can also paste the chart like a picture to illustrate your investigations. This greatly simplifies the task of creating
detailed, data-rich documents.

Save Reports in file
At any stage, managers/agents can save the report and distribute it to another person for analysis by network or email, so
when the recipient gets the file, he or she can open it and see the same OLAP slice.

Launching the statistics tool

Go to Outlook > AssistMyTeam Helpdesk toolbar and click ‘My Statistics’'.

Send [ Receive Folder View

o .y -t = ; E

s Bl E s & 2 =S
My My Report = Iy Settings  Mew Convert Addto Open  Reset link Create
Dashboard Generator Statistics . Case toCase Case® 11 Case#11 to Case KB

.i’ AssisthMyTeam Helpdesk (11.0.289.0)

L)
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You can choose what type of OLAP statistics on helpdesk data you would like to see and report on. You can specify if the
statistics would be confined to ongoing cases or resolved cases or on both.

<1l Wiew Statistics x

Please specify what cases type you want to include in the statistics:

i

Generate

Exit

It might take a few moments to generate the statistics depending upon the
number of cases in your Outlook,

There are two parts of OLAP Statistics

General OLAP
Choose this OLAP to run statistics on cases with all helpdesk parameters and fields except for time spent by agents
on cases.

Time Spent OLAP
Choose this OLAP to run statistics on time spent entries by agents on cases.
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17.1 The User Interface

The statistical tool presents an easy-to-use interface for operating an OLAP-slice. The basic data is displayed in the Working
area. The environment tools for managing the content and characteristics of the slice are placed on the pivot panels. You can
set the panels' layout the way you like. To drag a panel to a different location, you need to capture and drag its header with
the mouse. At that, all the possible locations, where it can be dropped to, will be highlighted. You can detach a panel from the

Not just emails, do more with )

component; it will be displayed as a float window.

T T TR——

Helpdesk for QGt'O

our Outiook

O

L=l =]

Importance
Crigin

i Subject

[Q". bssets i

Service Level L

Category by Type | Music Players, Notebooks

(&) Predefined Views... [1& Open View.. | B | & Reset Chart/Grid | 5 Sync Chart/Grid
: 7 Filter area
[#-goll Measures R Eil —

Technician Mame | Baldwin Bevis, Afred Cary, Abu Hakim, Abel Conie, Robert Gonzalez, Joh...

Case Type Lﬂﬁﬂuﬁi 'J Columns

EH-B- 34 G| D

i3 [i& - & -

B L. 3 Costom Felds @ Case Type | Ongoing Total
-] Date Closed
- E Frse Foecaa ~ | | Problem Category 71 | Technician Name T
I
Music Players Ealdwin Bevis 47 470 =
Category by Type Alfred Cary 28 29 57
Technician Name T Abu Hakim 15 15
@ Abel Conie 35 35
John Barrett 21 21
: Aaron Beit 5 B
LTlme S (mins) ¥ J Music Players 90 120 210
Maotebooks Abu Halom I 14 14 28
Jalues Andrew Miller 24 24
Motebooks 14 38 RN |
Trital 104 1R8 el [

Instrumental panels can be:

e Attached to any side of the component;

e Placed into any existing panel;

e Displayed as bookmarks on any panel;
e Set as auto-hidden panels;

e Used as float windows.

You can change the view of the slice by relocating measures and hierarchies within the environment panel. When you start
dragging an element, all the possible locations, where it can be dropped to, will be highlighted. Most elements have context

menus that duplicate the mouse actions and provide additional control functions for managing the slices' view.

The File menu

O

}‘;:’\shihl MyTeam

The file menu consists of the following commands:



File
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Views

Open Offline Cube from file 0

Open a Pre-Defined Vim...@
Open Report View from File @

Save Report View As... @

Save to Offline Cube (Uncompressed]@
Save to Offline Cube (Compressed) o

Cloze Cube@

Exit

TTTEE RA Emimn E——

a)

b)

c)
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Open Offline Cube from file - While generating a live cube from Outlook always provides the advantage of
analyzing live data, often, you might be away or disconnected from the network.

In such scenario, you have the option of connecting to an offline cube, which was previously generated and
saved to your local folder using this utility. An offline cube file has the extension - .offlinecube and can be
either in compressed or uncompressed format. An offline cube gives the same functionality as that of a live
cube (which is generated from the Outlook data at real time), except that the data in the offline cube is only
current to the time the cube was saved to file. This provides the flexibility to continue analyzing the cube
and writing reports etc, while you are on the move.

Open a Predefined View - Pre-defined reports are available under Cases, Callers, Date/Time, Problems, and
Agents nodes. Clicking one of child node report loads the statistical analysis of that report, the resultant of
which will be displayed in the Grid or Chart (depending on the current active view).

Predefined Views
Select a predefined view to load

Bl Cases - Service Level & ’ Load ]

1k Callers
----- & Callers - Time Spent (hrs) ’ Cancel ]
----- & Callers - Average Time Spent (hrs)

----- = Callers - Time Spent {mins)

----- |=i Callers - Average Time Spent (mins)

----- |&f Callers - Cases

----- |&f Callers - Cost

=ik Date/Time

----- |& Created Date - Cases

----- |=i Due Date - Cazes

----- | Closed Date - Cases B

----- |& Closed Date - Cost

----- |& Closed Date - Time Spent (hrs)

----- |& Closed Date - Time Spent (mins)

----- |& Closed Date - Average Time Spent (hrs)

----- |& Closed Date - Average Time Spent {mins)

=ik Problems

----- |& Problems - Time Spents (hrs)

----- |=§ Problems - Time Spents {mins)

----- |<§ Problems - Cases

----- |=i Problems - Cost

----- |&f Problems - Average Time Spent (hrs)

----- |& Problems - Average Time Spent {mins)

=ik Technidans

----- |& Technidans - Cases

----- |& Technicians - Cost

----- |& Technidians - Time Spent (hrs)

----- |& Technidans - Time Spent {mins)

----- |& Technicians - Average Time Spent {hrs)

----- |& Technidans - Average Time Spent (mins) |

m

1

Load report file from Favorite — You can customize or create your own views and save them to the favorite.
Once saved, your views would be saved under the ‘C:\Users\USERNAME\Documents\AssistMyTeam
Helpdesk Reports\Views’ folder (in windows Vista and 7). For windows XP, it should under My Documents.
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When you open the favorite from this menu, you can choose to load your saved view.

Available OLAP Views
Select a view to load
View Name ’ Load ]
r Problems per technician and time spent.olapreport l — ]
l Cancel ]
d) Open report view from file - Once a particular snapshot of the statistics is achieved, you may want to save it

for future reference or share it among your team members. A report view is the current state of the
statistics in the Grid/Chart working area, with specific member fields on the pivot panels (Rows and Column
areas) and measure fields in the values area. It has a file extension ‘.olapreport’.

Look in: |E}0ﬁ'line cubes V| (€] I'} £ E-
Orders.offinecube
@ Orders_Details. offlinecube
My Recent
Documents
@
Desktop
My Documerts
My Computer
" File name: | V| L Open J
MyMetwork = Flesoftype: | Offine Cube file [*offinecube) v| [ Cancel |
e) Save report view to favorite — You can save the current view of the statistics (grid or chart) to the favorite,

by specifying a name of the view.

=]
Enter a title for the report E

Report name
Problems pertechnician and time spent|

| Save | | Cancel |
f) Save report view as - If you want to share a report view with others, you can simply save the current report
(state of the statistics along with the pivot details) to a file folder of your choice - could be a network folder

also.
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Savein: |6M)'F{eports V| 0 ? | "
Ty Order quantity per Customer and City.olapreport
i g} Quantity in stodk per Supplier. olapreport
My Recent Region Wise Sales Report.olapreport
Documents Sales per Company.olapreport
= T|me|ine forTotal Sales.olapreport
Desktop
My Documents
Ny Computer
" File name: Stock per Product hd | I Save ]
My Network Save as type: |OL}\F‘ Report View [~ olaprepart) v | [ Cancel ]

Save to offline Cube — Once you have loaded a live cube from the cases, you have the option to save the
entire cube data to a file (with the extension - .offlinecube) for offline use, when you are disconnected from
the network. Offline cube can be saved in compressed or uncompressed format, the former option will
enable you to reduce the file size considerably.

Same as e. (above)

Close the cube - This option closes the cube from the OLAP Statistics and free up the memory for loading
another cube.

@ View Menu
Contains actions that you can perform on the current report view.

E-:gﬁ OLAP Statistics and Reporting for SupportC:

File

Views

[0 4 Reset Chart/Grid
ED Gi 4l Synchronize Chart/Grid
==

[

a)

b)

Reset Chart/Grid - Empty all the member fields from the pivot as well as the data from the working area of the
chart/grid. This is useful if you want to start over on a new report view.

Synchronize Chart/Grid - This option allows you to reflect the state of the statistics between the Grid and the
chart. It is particularly useful, for example, when you have built up a grid with aggregated data, but want a more
visual representation of the statistics in form of graphs and bars. Also note that, the synchronization will be
done to the other part (grid or chart) based on the current interface.

For example, if you are in the grid view, and if you pressed ‘Synchronize Chart/Grid’ it would read the state of the
Grid view and impart the same state (same members and measures) to the Chart view and vice versa. Each of
the Grid and Chart view can be worked independently as long as you don’t press this synchronize option.

@ OLAP Grid panel
The OLAP Grid control comprises of a multi-dimensional table with expandable nodes. These nodes group and
display data according to the hierarchies used to define the measures and dimensions upon which the underlying
data has been organized. A unique feature of control allows for building the OLAP-reports of the exceptional level
of complexity. In tandem with the OLAP Chart, the OLAP Grid provides an ideal means of clearly conveying data
to the user.

o OLAP Chart panel

i$>
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While OLAP Grid allows working with numbers, the OLAP Chart allows representing the project data graphically.

This gives managers and members a unique opportunity to analyze their project data visually, dealing with charts
rather than numbers, which is much easier to perceive.

lPuﬂgn_‘ Cag ] Mobiles Services Music Players [Accessories
Resolved_
£ 2800-
w
§oooll lll.llllllllll
s ¢
i = % i 2 o
e 8 . 2 23133838 isz=31%
5 5 =S & e 'é w . 3 o= 3 -g fa}
E§ “ 322 8 2333 5 % ¢ ¢
& > & & G § -
= 3 5 g
Problem Type Problem Type Problem Type Problem Type

Cube structure panel

The panel contains the Cube structure - measures and hierarchies as a tree. The measures are grouped in the set,
displayed in a branch. Rest of the tree nodes are the dimensions that contain hierarchies.

al — Measure
1&@ - Dimension
- Attribute hierarchy

----- uill .Pwen:lge Time Spent {hrs)
----- all Awverage Time Spent {mins) EE
----- ul Cases 25— Multilevel hierarchy
..... ull Cost

----- all Importance

----- il Time: Spent (hrs)
..... pll Time Spert {mins)

To select a measure for display you need to drag-n-drop it to
the Measures panel or the data area.

2 Caller Company To select a hierarchy for display — drag-n-drop it to the

Caller Departmert hierarchy area or the pivot panel (rows or columns area).
Caller Email
Caller Name .
: F Caller by Company e Measures are grouped in the Measures category.
. 4 Caller by Department e Hierarchies are sorted into folders - dimensions. If there's
L o Case only one dimension in a hierarchy, it will be displayed in the
- e Custom Fields tree root.

[[_:j: Date Closed
[.;_jj: Date Created
[n;_): Date Due

[n;_jj: Problems

. EE Technician Mame

Both hierarchies and measures have their own menus. Right click will call the context menu that gives you an

option to place the element where you like. You can also filter the selected element (see Filtering hierarchies and
measures) or place it to the selected panel.

Pivoting panels

A pivot table lets user design the report online by dragging and dropping measures, dimensions and levels into
the pivoting panels. Note that the column panel may contain no more than one (!) measure. Panel elements can
be dragged with the mouse to other panels. To filter elements, press the Filter button (see Pivot panel view) or
use the appropriate items from the context menu.

}‘;:’\shihl MyTeam
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#-gl Measures
[:_;: Assets
[:_}: Callers
[:_;: Case
[:_;: Custom Fields
[:_;: Date Closed
@ |gf Date Created
[:_;: Date Due
E Problems

i3] [id

Measure panel
Measure panel consists of groups of measures that make up the charts' vertical axes (see Measure panel

components). Each group of measures corresponds to a set of charts in the data area. Groups of measures are

situated in the main part of the panel.

il Importance
iqill Time Spent thrs)

z o
‘ﬁ\' ,.-—--fl O $70.00 1 o L= ° o
e ""'2"-- ‘r' Measure o
= filter editor & 51000
—.I'E;rmp 2"' T T T T T T T T T T T T
-..--"‘—-ln..'
{"‘ Areafor

creating a

Robert Gonzalez
Christian Barnard
Thomas Taylor
Albert Souza
Tany Blair
Barclay Basil
Michael Moorea
John Abraham
John Barrett
Abiel Conier
Aleander Buck
Benjamin Franklin

Abu Hakim

<drag an item here to create a new g

You can drag measures from one group to another, or extract measures from groups to delete them. To create a
new group, you need to drag a measure to a place on the panel not occupied by another group or to the <drop an

item to create a new group> panel.

Clicking a mouse button on measures will call the context menu. From here, you can move a measure to one of
the pivot panels or to the modifiers axis, or assign a measure filter. Also, you can assign the marker type of a

chart point and its color.

Filter panel
This statistical tool allows for easy selection on what data you want to see and what you don’t. You can apply

powerful filters to anything including hierarchy members, and measure values, thus leaving out the unimportant
data. You can sort the data to see, for example, the top 10 values and then you can gather the rest of the values

into a single group, so you only have what you really need.

AssistMyTeam
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The filtered elements (hierarchies and measures)
are automatically transferred to the Filter panel.
To assign a filter, you have to move an element
to the Filter panel. If the element hasn't been
filtered the appropriate visual filter editor will be

shown, similar to the one on the right:

In the Filter panel, you can call the Filtered Element Editor individually for each element.
v I X

Filter area

Helpdesk for Outlo

Clmd-l: filter: Technician Name
Apply  Preview  Close
=1 [w] Al members

-

, w:ch a resoluaon

o\

£

- [ ] Robinson Lee

- [+] Raymaond Waong
- [w] Tom Walker

- [+] George Bemard
- [+] Richard Brangon
- [] Abel Conie

- [] Curtis Bruce

- [w] Thomas Taylor
- [w] Mexander Buck

T ]|

Working Area

The OLAP-slice data is displayed in working area. In its upper part there is a menu for the quick access to the

frequently used commands?. The rest is occupied by the current OLAP-slice and consists of the following parts -
Cube Axis headers, Cube Axes, Data Axes, Data Axis headers, Chart Panes.

You can change the view of the slice by relocating measures and hierarchies within the environment panel. When
you start dragging an element, all the possible locations, where it can be dropped to, will be highlighted. Most
elements have context menus that duplicate the mouse actions and provide additional control functions for
managing the slices' view.

Grid working area

| Eiﬁ“ 4 Resalved

ProblemType .« /o

= Apple \Wireless Mouse 2532
Time Capsule 19.50

Airport Base Station 17.15

Apple Wireless Keyboard 16.42

Apple TV 16.07

SOMes 9535

Services Complains 2272
Loyalty Scheme 17.42

LppleCare 1717

Sales 1475

Apple Rental 10,77

Buy Back Scheme 873

T Senvices| 9155

Chart working area

AssistMyTeam

25.82
19.90
1715
16.42
16.07
95.35
2272
17.42
1717
1475
10.77

373
91.55
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17.2 Working with the OLAP grid

The OLAP Grid view is comprised of a multi-dimensional table with expandable nodes. These nodes group and display data
according to the hierarchies used to define the measures and dimensions upon which the underlying data has been organized.
In tandem with the OLAP Chart view, the OLAP Grid view provides an ideal means of clearly conveying data to the user. It is
highly navigable and quickly provides detailed information to the user. The speed with which data recall occurs and the strong
formatting the grid enforces ensure data is always presentable and easily understandable. Consequently, OLAP Grid views can
easily be ported to spreadsheet applications for report compilation purposes.

Additionally, the OLAP Grid view allows users to effortlessly add and remove categories, filter and sort categories, and drill up
or drill down on data using powerful built-in menus. One of the greatest benefits this affords is that it allows users to explore,
navigate and refine data until the desired snapshot is achieved. Once in place this snapshot can then be reflected in a
complementary chart. This is possible as OLAP operations in Grid view can be synchronized with Chart view. These two data
views can then be deployed side-by-side or on top of one another.

Unicode support.

Simultaneous display of several different measures in the Grid.

Simultaneous drilling down based on different parameters: up to the nearest child, up to the next level, up to the next
hierarchy.

Saving and restoring the current OLAP-slice.

Hierarchy members grouping (including multilevel and parent-child hierarchies).

Separate sorting on different hierarchy levels. Possibility to override any sorting method.

Ascending or descending sorting based on the cell values in any column of the Grid.

Filtering of hierarchy members with or without applying these filters to the OLAP calculations.

Auto filtering of the hierarchy members depending on their values in the Grid. Major/minor members selection, either
based on their rank or on the Pareto principle.

Replacing hierarchy members by drag-n-dropping them within the Grid.

Auto sizing of cells depending on their contents.

Flexible export to MS Excel, HTML, GIF, JPG, PNG, BMP, CSV, TXT, PDF formats.

CALL AL (L

Operating the OLAP-slice
The OLAP-slice data are displayed in a table, whose appearance may be amended to some extent. For operating the current

OLAP-slice there are the following functions available:

Navigation

Selecting and copying data

Drilling, sorting and moving hierarchy members
Operating context menus

Filtering data

Editing data

Setting the column width

Nouswnek

1. Navigation - You can easily navigate the data using the keyboard:

Button Action
Home Move to the first cell of the row
End Move to the last cell of the row
PageUp Move one page up
PageDown Move one page down
Ctrl+Home Move to the top left cell
Ctlr+End Move to the bottom right cell

Using the mouse, you can scroll the table up and down.

Mouse Action Component Action
Scrolling the mouse wheel Vertical scrolling of the table
Scrolling the mouse wheel with the Shift button held down Horizontal scrolling of the table

2. Selecting and copying data - The data area in the component can be selected like everything else in Windows:

L)
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e Select all the cells pressing Ctrl+A;

e Capture the area with the mouse;
e Change the boundaries of the selected area with direction buttons, holding down the Shift button.

You can copy the data from the selected area to the clipboard by pressing Ctrl+C. If there’s no selection, pressing these buttons will
copy the whole OLAP-slice to the clipboard.

3. Drilling, sorting and moving hierarchy members - To |Eiim ¥ | Resolved —

perform the drilling of the hierarchy members press
buttons on the Grid cells. If there’s only one drilling .
button in a cell, then, instead of pressing it, you can ies Apple Wireless Mouse 2582 25.82
double-click the cell itself. By default, the drilling Time Capsule 19.90 19.90
buttons are shown only in the cells under mouse. Tp see BNirport Base Stefion 1715 1715
all the buttons, press the.CtrI button. The last cells in Aple Wircless Keyboard 1642 16.42
the column area of the hierarchy members allow
showing the sorting direction. A pointer that indicates Al 1607 o
the descending order of data illustrates it. You can 9535 9535
manage the sorting modes by single clicking on the cells | =ervices Complains 2272 2272
of the specified area: they are changed cyclically Loyalty Scheme 17.42 17.42
[descending sorting] -> [ascending sorting] -> [no LppleCare 1717 1717
sorting]. Sales 1475 14.75
Apple Rental 1077 1077
Buy Back Scheme 273 873
T Servicss | 91.55 9155

4. Operating context menus -The context menu, il TP = | B
called by right clicking a table cell, partly duplicates Show totals first >

the OLAP-slice control functions. H"hlﬂ“ Show totals last

Accessories Don't show totals 22|
Default sorting 330 |
Sort ascending 715 |
Sort descending 542
Aggregate all hierarchy members 507 |
! Aggregate visible members only =3
Services 1585
Lpplications Crill all down b R44R
Music Players Crill all up 057
Clear filter 20.40
Filter on captions 3 885 |
sh ty cell 862
aw empty cells -
P 823
Motebooks Create new group... i4_53 '
Copy selection 482 |
373
Conditional formatting 3 28 |
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The view of context menu of the hierarchy levels' area. There is a list of commands available in the context menu of the hierarchy

levels’ area:

Command

Function

Show totals first
Show totals last
Don’t show totals
Default sorting
Sort ascending

Sort descending

Aggregate all hierarchy
members

Aggregate visible members only
Drill all down)\ to the next
hierarchy

Drill all down\ to the next level
Drill all down)\ to the same-level
children

Drill all up

Clear filter

Filter on captions

Show empty cells

Create new group ...

Show the aggregated cells before all the rest
Show the aggregated cells after all the rest
Do not show the aggregated cells

Range hierarchy members by default

Range the hierarchy members by values from the bottom to the

top

Range the hierarchy members by values from the top to the

bottom
Aggregate all the hierarchy members (including hidden)

Aggregate the visible hierarchy members only
Drill all down to the next hierarchy

Drill all down to the next level
Drill all down to the same-level children

Collapse all the elements of this level

Remove any applied filters

Set the filter for measures

Show the cells with no aggregated values

Create a new group. It will appear at the first level of the

hierarchy
Copy the selected area to clipboard
Show the Conditional formatting menu

Copy selection
Conditional formatting

Hierarchy members' menu

| Case Type X Resolved

Problem ~ | Problem T ¥
| ¥
ACCessoreg————ttaa : 9535
| i e .
Services Crill down to the next level ||w
Applications Hide this member B4 4R
Music Playe Hide all members except this 2057
Hide all members below this 20.40
Show anly the top 2 18.65
Show only the bottom 3 1862
78.23
Notebooks Filter on captions 3 14.83
Create new group... 14.82
| 13.73
C cti
opy selection 4338
Cperating 5 Conditional formatting 3 3578
Maobiles | iIPhone | 2152

The view of the context menu of the hierarchy members' area

N
09 Command Function
&
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Drill down to the next
hierarchy

Hide this member

Hide all members except

Open the node up to the next hierarchy in the current area, ignoring
all the lower levels of the current hierarchy

Hide the member

Hide all the members of the hierarchy, except the selected one

this

Hide all members above
this

Hide all members below
this

Show only the top

Hide all the members of the hierarchy above the selected one
Hide all the members of the hierarchy below the selected one

Show the top elements of the level. Their number is specified in the
sub-menu. If you specify a percent value there, then the picking of
members will be such that their total value does not exceed the one,
specified in the sub-menu.

You can choose a threshold value from those offered in the
appropriate menu item or set your own one, selecting Other from the
menu.

Show the bottom elements of the level. Their number is specified in
the sub-menu. If you specify a percent value there, then the picking of
members will be such that their total value does not exceed the one,
specified in the sub-menu.

You can choose a threshold value from those offered in the
appropriate menu item or set your own one, selecting Other from the

Show only the bottom

menu.
Set the filter for measures
Create a new group on the current level

Filter on captions
Create new group..
Copy selection
Conditional formatting

Copy the selected area to clipboard
Show the Conditional formatting menu

The menu for groups of hierarchy members

| Case Type x| Resolved

| Problem - |Problem T v
¥
Accessories Apple Wireless Mouse 2582
Time Capsule -.._ 19.80
i ‘ta Hide this member "+ |I
o Hide all members except this
A Hide all members above this
™ Hide all members below this
Services Show only the top k
Applications Show only the bottom 3
Mt LF Filter on captions 3
if
ﬁ Create new group...
e Copy selection
Notebooks 1 Conditional formatting 3

The context menu that appears above the group cell.

Command Function

Hide this member Hide the selected member

}‘;!\ssismyl eam
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Hide all members except this Hide all the hierarchy members except the selected one
Hide all members above this Hide all the hierarchy members above the selected one
Hide all members below this Hide all the hierarchy members below the selected one
Show only the top Show the top elements of the level. Their number is specified

in the sub-menu. If you specify a percent value there, then the
picking of members will be such that their total value does not
exceed the one, specified in the sub-menu.

You can choose a threshold value from those offered in the
appropriate menu item or set your own one, selecting Other
from the menu.

Show only the bottom Show the bottom elements of the level. Their number is
specified in the sub-menu. If you specify a percent value there,
then the picking of members will be such that their total value
does not exceed the one, specified in the sub-menu.

You can choose a threshold value from those offered in the
appropriate menu item or set your own one, selecting Other
from the menu.

Filter on captions Set the filter for measures

Create new group Create a new group

Delete this group Delete the selected group

Clear this group Clear the selected group

Rename this group Rename the selected group

Copy selection Copy the selected area to clipboard
Conditional formatting Show conditional formatting menu

Measure values' menu

= 16.42 16.42

16071 _ 1607
RIS Sort ascending ™

Sort descending

Mo sorting

Filter on captions

Show as

Copy selection

Conditional formatting

The context menu that appears above the group cell:

Command Function

Sort ascending Range the cells in the column by values from the
bottom to the top

Sort descending Range the cells in the column by values from the top
to the bottom

No sorting Remove any sorting

Filter on captions Set the filter for measures

Hide these measures Hide the selected measure

Show as Specify the display mode of the current measure in
the Grid:
default

percent aggregated value in the row
percent parent element of the row
percent parent element of the column
percent total aggregated value
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Copy selection

Conditional formatting

Copy the selected area to clipboard
Show conditional formatting menu

o

5. Filtering data - The filtered elements (hierarchies or measures) are automatically placed on the filters' panel. To start filtering,
move the element to the filters' panel. In case the element has not been filtered, the appropriate editor will launch (the Hierarchy
Editor for hierarchies and the Measure Filter Editor for measures). In the filters' panel, you can launch an editor for each element
independently.

The buttons for launching the editor (™) are placed on the
panels in the Hierarchy levels’ area. If the button looks like
this (), it means the hierarchy had hidden members inside.
Pressing the button starts the Hierarchy editor.

Hierarchy editor
Level to fiter:

Cortext filter settings
Problem Category - g Filter -

Member filter settings

| S

B

[] Exact matching [ ] Visible only [+/] Show pages

= All members

El Mabiles
: iPhone
: ... [#]iPhone 3G

-- Services

..

-- [] Accessories

El Motebooks

. L[] MacBook Air

.. [#"] MacBook Pro

III [l Annlicatinns

[#] Mutiselect | Ok

6. Setting the columns' width - You can change the width of columns in the data display area by dragging the right boundary with
the mouse. If possible, these changes will be saved during other operations with the table (like drilling, sorting, etc.) To return to the
original width, double click the right boundary of the column where it is visible. In case there were such changes in the table that
saving the assigned width of the columns was impossible (for example, if as a result of the Collapse drilling, the column with the
assigned width has disappeared), it will be set automatically. Unfortunately, if you operate a big table, calculating the columns’
width takes up too much time. That is why if there are more than 10, 000 cells in your table, their width will be set to default, but it
can be corrected later.
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17.3 Working with OLAP Chart

While the Grid view allows working with numbers, chart view allows representing your helpdesk data graphically. This gives
you and other managers a unique opportunity to analyze helpdesk data visually, dealing with charts rather than numbers,
which is much easier to perceive. Now it’s easier than ever to spot new trends and discover unknown problems in your data
flow. The statistical tool will help you gain an insight into your data and make new discoveries.

________ . s

+ Columns
Ses area
Category Y] .
viGH-B-ldaalo - dE--g- §
Problem Category | ot :
\ g 11000 -
Penl0Nall
£ 1000 -H 1] = B
$440,00+
$320,00 -
$200.00-
$20.00 -
R, -
g
, e £ §
@ @ Z
EESRREE
o | o 38
<drag an wem here 10 creaie a new Problem C

Tools panel
This panel houses all the frequently used operations on the OLAP chart - save, export, print and display options.

Button Function
Load the Grid state

Select the docking panels layout
Set the scale of Chart display
Select the color palette for measures

= Save the Grid state

b Export OLAP-slice data
e | Print OLAP-slice data
1o Preview

™) Undo

o Redo

i Switch axes

(il

@

L]

Modifier panel
Modificators are easy and powerful means of data representation. You can choose your data be shown in different colors, using

different shapes and sizes, so that you can easy distinguish them in a single graph. You can simply place a dimension or a measure on
a modificator’s pane and get the graph showing different values in a different manner.

For example, you might place the "Problem Category" dimension on Color pane and get the Chart showing problem categories in
different colors. Or you can place the "Cost" measure on Color pane to highlight the top rates of supporting the service requests. The
same can be done for Shape and Size so that you can make your data perfectly distinguished.
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$32.00- o, ° Color settings:
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© 51600~ @ Music Players
£8.00 - @ Notebooks
500 - @ Desktops Computers
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< = = = = = =] = = k| 5 <
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Tecls
€l |

The layout of panels and hierarchies on the Modifier panel allows you to change the appearance of the displayed slice. When an
element is placed to the modifier panel (except for Details), its legend will contain the display parameters. If you modify the color

and shape of an element, the appropriate parameters can be amended.

Modifier The changes made upon placing a Chart element to the modifier area of...
a measure a hierarchy
The color of the Chart elements will be Hierarchy members will be painted with
chosen from the standard set of gradient the colors from the current palette
colors
Color The elements with the minimal value will N/A

be painted with the first of the gradient
colors, and the elements with the
maximal value - with the last one

Size Depending on the value of the measure Hierarchy members will differ in size
the size of the Chart points will vary
from the minimal to the maximal.

Hierarchy members will differ in shape.

Shape Forbidden
If the number of hierarchy members will
exceed the number of available shapes,
some of them will be used more than
once

Details Forbidden The panels will display series for all

hierarchy members

If a measure is placed on the Color pane, its values range is mapped to the given colors range so that it’s tremendously easy to spot
the top/low values. If you select the discrete gradient type, you'll be able to set threshold values for filling the Chart elements. While
the continuous gradient will let you evaluate the trend as a whole. To select the gradient type and tune its content, turn to the

legend panel.
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The Legend panel

The panel contains descriptions of the modified elements. Cd'”emrm
The value, shape and color of a legend element can be ® Email
edited. @ Appointment
Setting the Color legend ® hone

To select a color, simply double-click the appropriate element @b Form
and choose a color from the pop-up editor.

= 4 § B 8 bl =
A
- 5z O L % ¢
2 2 2 £ E B &5 =
Setting the Gradient legend Gradient Editor B
To edit the gradient, double-click the element and tune the settings in the
editor. In the Gradient Editor there are: Presets: :-:l Discrete
e aset of pre-made gradients; siart Coior: I coior Count:
o seIec'Fmg gradlgnt Op'FIOI’l (continuous or fj|screte);. . == -
e creating a gradient with a set number of intermediate colors option; 295 00 222,00
e setting threshold in per cent and measure values option; _ _
$190.00- ©EEEes o N
170,00 - Color settings: Stops
15050 Time Spent (mins) coor: Postion: %
o | 325
130,00 - I 325.00 - 736.00 Opaciy: % Value:
_ s110.00- 736.00-1.147.00
& o000 - . I 1.147.00 - 1.556.00 [ ok ][ cancel |
§7000 - 9@
£50.00 -
o
530.00 ﬂ
Selecting threshold color option.
Setting the Shape legend M= v 0 X
The. sha?pe se.lection is made through .the context menu. This ) Bagel Color seftings:
option is available only for points or lines Charts. If the 0l s - Cost
. Liare ooraer
number of hierarchy members exceeds the number of d B
available shapes, they will be repeated. Diamond Border <200 <175.00
=+ | Cross Shape settings:
W CrossBuck ) Email
S Up Triangle O Appointment
%7 | Down Triangle ¢ Phone
<]  Left Triangle |I +w/eb Form
) i = Task
i B O
~1| UpTriangle 90 Filter on captions h'"-vi 3
[~ | Down Triangle 90 Hide this member
— | Arc Hide all members except this
b LU
@ | Bubble T 4 Create new group...
Diamond a MarkeF'fﬂSe 3
0.0] B s |
quare
0
]
[e70]
©
[a
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Chart Panes
The bulk of the OLAP-slice data are placed into cells with Charts. Each measure group has its own set of panes.

fooqrll Importance
.II Time Spent (hrs) .
‘gl Time Spert (mins) = FEILAITE '

| P : =
<l B e g e e e
_ Technician Name | Tctal
|CaseType Y| CaseT
Resolved |
120.00 i
a2 |
7]
=
S xo-H M H I I I 1 I 1 I I I I
e, Y [— ! ! ! ! ! ! ! ! ! ! ! ! !
{ -
_J_’Heamre  Group 1 ;{H}-
i _ s130.00+ &
[+] @ Q - ("] Q
¢ g [+] b
N ? oo [T
‘Gr “2‘- ! Measure
— filter editor & 51000 -
ﬁér&;;“ 1 1 1 1 1 1 T T T T 1 1 1
1".--_-""'-.
';"" Areafor B E 5 = 2 B _ £ =
. = £ = = g = ¥ =2 = = E
b 22 2 2 E 2 £ £ £ s 2 2 %
[G] = o i = R = = - = c =
- = g2 ¥ § B8 = T = ¥ = E =3
E ©® 5 & <2 £ £ £ 5 &2 % = £Z
. 0 = = = = = [} = <L é = =L
<drag an item here to create a new g - = = < &

Measure groups with corresponding Charts in the working area

Chart Type E
In the upper left part of each Chart, there will appear a E 4 2% ®
L : af { Histogram B
context menu for selecting its type. There are six (6) charts cgl‘ ey gr P oS ~"'p\ Py
that you can use, namely, Point Chart, Histogram, Point EY a Point Shape
= _selection

Shape Selection, Lines, Curved lines and Step lines. By default,
the Histogram is used.

The size of Charts can be changed to some extent. To expand o
a Chart along either one of the axes, you need to capture its g
boundary with the mouse and drag it. You can change the

size along both axes (and return to default) through the tool

menu in the upper part of the working area.

Chart type menu

Hot keys for changing the scale

Ctrl+* Reset Scale to 1:1

Ctrl+Num+ Zoom In

Ctrl+Num- Zoom Out
Navigation

If the content of the Grid exceeds the client area, the scroll bars will appear. You can scroll down the data using the mouse wheel. To
scroll the Grid in the vertical direction, turn the mouse wheel, while holding Shift.

Selecting Data
You can select Chart points with the standard Windows' method. Holding down the Ctrl button, you can add selected points,

holding down the Shift button, you can select the horizontal range. You can filter the Grid's points while selecting. In that
case, the corresponding hierarchy members will be filtered automatically.

Selecting and filtering parts of Charts
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a. Selecting some of the Chart points

5|

$40.00- =
£32.00- o o
. 52400-
g o
© s16.00- / Iz, o
o ARy
s ANS § e
$.00 ﬁg o o B |
= E =
T 5 z % 8 3 E e % 8
= =) = = = = i = @
= = o o 5 L G = =
a E = ﬁ = E - = I E =
] = = ] = E = = =
s 2 £ 3 2 § = 2 3 £
b. Selecting the Filter command
£40.00-
£32.00- i SESLY
a
v $2400- B4 Filter selected items |
o
- 515_{',{:—/\6 Show underlying data
Crilthrough. ..
$8.00 - o 8 -

=
s & E o 5 = -
= =] = [ =2 = = E & =
= = = & &5 % = = =
= = =] =] a—] L = | iy
., & ® 2 =m O 5 - £ = =
4 = =T = % = E =T = T
= = = = 0 = =] = @
] g = o < & = = = =
| oc
c. The result
3300+
£29.00 4
£25.00-
£21.001
§$1?.{H}- °
513004
$9.00 - @92
$5.00 -
$1.00 4
1 1 1 1 1
2 E - +
5§ = ¥ & =
£ 5 £ 5 8
[ = =
s £ 2 2 3
= e = & =
T £ & = ¥
= 5 T =

Note: When moving the mouse cursor over a data axis, you are able to select a continuous range of members (if the axis is
composed of them) or a range of values in Charts.

Filtering hierarchies
In case you need to collect data not from the whole Grid, but just from a part of it, the component has a few functions at your
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Hide this member

Hide all members except this
Hide all members above this
Hide all members below this

Filter on hierarchy level

The Filter area of the Editor becomes visible only in case if filtering by hierarchy levels is available. To apply a filter to hierarchy
members, you need to select a hierarchy level (if there's more than one) and assign the Filter condition in the Filter menu. In the

same menu, there's a command to clear filter.

Filtering hierarchy members
If the search field is not empty, the "Find" command will make the component perform a search for hierarchy members, whose
levels contain the specified string. You can narrow the search results by checking the "Exact matching" box.

Filtering a single member of a hierarchy

By default, the Editor is able to select any number of hierarchy members. To switch to the single-select mode, uncheck the
"Multiselect" box. In that case, only one the hierarchy member with all its parents and members will be selected.

Hierarchy editor

Level to fiter:
Contesd fiter settings

Problem Categaory - gFiIter -

Member filter settings

| B Find 1

B8

[] Exact matching [ | Visible only [/] Show pages

= [v] Al members

El - [w] Mobiles

| iPhone

i L []iPhone 3G
. [+ Semces

..

: - [] Accessonies

El . [+] Noteboals

[w] MacBook Air
[+] MacBook Pro
: - [w] MacBock

iz [or] Annlicatinns

[] Mutiselect | ok

Filtering measures

There is a number of available parameters for filtering measures. In the same Editor, you can clear the filter.

Filter on value (Cases)

Show items only meeting the following condition:

-
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disposal: they let you select or remove elements from the slice. Also, there is a standard option of exportlng datainto a
number of formats and printing out the content of OLAP-slices. The simplest way of selecting data is through the context
menu. When you click a hierarchy member on the Cube axis, there is a set of commands for quick operations with members:

| Excesd
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17.4 Predefined Reports

Predefined reports allow helpdesk managers and agents to quickly and easily
retrieve information for common inquiries. Reports play a vital role as far as a
Help Desk product is concerned. Requests that are open, closed or overdue at
any instant of time, which person or company is sending the most number of
requests & who is attending to the requests can all be known from the
readymade reports available with the statistical tool. Each pre-defined report
works in both OLAP grid and OLAP chart view.

There are several predefined reports in each of the report categories, and
each report is run directly on a mouse-click from the tree view. Around 40
reports are made available for instant details about the help desk activities.
Any of the predefined reports can be also be edited so you can customize the
report to return specific results:

e Reports by Cases

e Reports by Callers

e Reports by Date/Time
e Reports by Problems
e Reports by Agents

All these categories have reports available based on Priority, Requester,
Agent, Category and Request Date.
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Some sample OLAP charts of the predefined reports

A) Time spent on Asset B) Cases Count by Origin

Compubers | Printers

£ 1000 .00 -
§ mo: § w000-
e lmoannldanian 533]
Rmsabvind 60.00- 000 - D [] | - | D []
50 00 =

= 40000+

L wwl I 8 40000- []
000 -

-
-

3 o = = o« = 000 - (|
5'__) I 'N- i.; 3 — ; % 3 E } % ; %‘—_ Ll L =~ ) L Al T
SRR EEE R EEE z
3313373523835 35 o 2 wm E
13315213 iiilil E 5 2 3 % @
E & EEECOE § =
Origin
C) Average time spent on caller D) Due date
EEMH
- 2008
Ongoing g;m. X : 4 quarter 3 quarter |4 quarte
% 0%8- B =
i;-u‘l‘m- *\’_A/\‘_,—‘\’_,
2 o
MED'H.
-‘:‘iu.zs-
‘Emm
i;_mu-
2 -
RN R A g & & § 3
¥ 5 E E § ;“ a ] g § % S
= o > S o o
Caller Name Month Month
E) Cost per problem category F) Time spent by agent
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17.5 Printing, exporting statistical data and charts

Now that you have successfully designed a report, you might want to save it for future reference or share it with others.
Reuse your work! You can now save data snapshots to HTML, BMP, CSV, GIF, HTML, JPEG, PDF, PNG, TIFF, TXT, XLS and XML
as a simple way of reusing your data for documents and spreadsheets. Depending on the active view (Grid or Chat), the saved
file would either take the grid data or the chart.

- x| o | @y i | iE] i

Bitmap format Bitmap format
Gif format T Gif format
Jpg format Jpg format
Png format Robert Gonz B8l prg format b
Tiff format Christian Ba88 ™ 1ief format ||_
Himl format Thomas Tay B2 Text format b
Partable document Albert Souzz B5 comma separated values :
| . Export settings I ToeE /| Himl format |
Resclved —apyow Barrclay Bas! g Portable document =
320.00- Michae! Vot bl xcel xis R
m 240.00 i < o Xml format B
o] John Barrett
G 16000 II II Abel Conie Export settings A
80.00 - Mlexander Bock 1 T T
Available export formats in Chart View Available export formats in Grid View

Printing

You can print your report to share it with others using the built-in Print Preview window. You can tune your page/printer settings
before printing. Also, if you feel like sharing the report through the net or by email you can easy export it to a wide range of formats
including PDF, XLS, CSV, JPG, etc.

o Print preview ':.J‘E'&i

?::’:I]I]u_ﬂ_ll[lunnu,.

§ 260001
3 160,00+
| milnflla
000 - a = | = |

"
= § g g 5 E g = 8
; P 1 1 1 5 } § 3 § 2
Pl SR ERE 144
e — Caller Department -
(<] ‘,_au
| Total pages - 2 [ Curentpage -1 s
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Export Settings -This tool allows you to customize the appearance of the reports to be printed or saved to a file format. You can
specify the page size, orientation, headers & footers and color of the fonts and page background.

r 7

(Export settings Q@} [Export settings Q@}

Print | Page Setup | Headers and footers || Color and fort Page Setup | Headers and fosters | Color and fant
~ Prirter select . ~ Page orentation ———————  Preview edge
| Properties | | Emoet st sl
Resolution 72
~ Margins
~Page for pint ———————— ~Gnid options Left 10 B
* Mlpages O Byrows EE; Wi U
Cument page (%) By columns E [ ﬁ . %
Bottom |30
Custom print "
From Print column header

D ~Measure unt ————— ~ Papersize

T Print row header |M 210297 mm

%]

|Milllime1res

| oK || cancel | [ ok | [ Cancal |

[Export settings g@w [Export settings g@w
Print Wm [Fn'nt " Page Setup "Heade’sa:dfpdas] Color and fort

~Customize page title y ~ Font and custom color of the cells being exported
ICa:ltim Member | Member total | Group | Data | Data t-EE'
Export data slice Font -~ Preview cel
Font color
Align text Sample text
F = Bpordata slice | €
) Border colar
Baclk color

~Customize page number

F = |F‘age {0:D} from {1:D} |

Page back

Fage 1%om 10

2

5

| ok || cancel |__ok ][ cancel
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18. Uninstalling Helpdesk Agent add-in

To uninstall the AssistMyTeam Helpdesk Agent add-in from your computer, follow the steps outlined below:

Step 1: Go to ‘Control Panel > Programs and Features’. Scroll down to select ‘AssistMyTeam Helpdesk Agent (x86) or (x64)’
and click ‘Uninstall’ as illustrated below:

Ei Programs and Features

- v Ei » Control Panel » All Control Panel lterns » Programs and Features

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

® Turn Windows features on or

off Organize *+  Uninstall Change  Repair

Marme !1‘ - Publisher

4. Team Helpdesk Agent (x86) AssistMyTeam
-H TeamViewer & TeamViewer

(82| Visual Studic 2010 Prerequisites - English Microsoft Corporation

(8= Visual Studio 2012 x64 Redistributables AVG Technologies

(5= Visual Studio 2012 x86 Redistributables AVG Technologies CZ, sro,
£ VLC media player 1.1.0 VideoLAN

[ WCF RIA Services V1.0 SP2 Microsoft Corporation

(5= Windows 7 USB/DVD Download Tool Microsoft Corporation

£

I,— AssistMyTeam Product version:  10.4.249 Support link:
| Help link:  https:/fwww.assistmy... Update information:

Step 2: A dialog confirmation follows asking for confirmation. Click Yes.

Programs and Features

I Are you sure you want to uninstall Team Helpdesk Agent (x86)7

[ Inthefuture do not show me this dialog bex ‘fes | Mo

Step 3: The AssistMyTeam Helpdesk setup will now start the un-installation process. Make sure that Microsoft Outlook is not
running (even under the task manager).
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29. Important links

AssistMyTeam Helpdesk for Outlook - Home page
Go to the official website of AssistMyTeam Helpdesk for Outlook.

Video Tutorial clips

Watch video tutorials that teach you how to install, configure and work with AssistMyTeam Helpdesk.

Purchase License
Purchase an enterprise team license for AssistMyTeam Helpdesk for Outlook.

Knowledgebase articles

Looking for an in-depth understanding of this application? Browse through a series of knowledge base articles
on AssistMyTeam Helpdesk online.

Support Maintenance contract

At AssistMyTeam, we're committed to give you the best support for all the products that we offer and more!
The AssistMyteam Support Contract helps you use our products more efficiently and work out any issues that
you encounter during the course of their use.

Submit an online support ticket

Use this web form to create a ticket with AssistMyTeam Technical Support.
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http://www.assistmyteam.net/support/
https://www.assistmyteam.com/support/submit-ticket/
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