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Helpdesk for Outlook

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 helpdesk managers and technicians alike how to install,
configure, and work with support cases in matter of minutes. Graphic illustration and screenshots of the

screen/forms are used with proper marking wherever they are required to drive down the point of the relevant
topic.
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1. Introduction

You have a business that you aim one day to grow and be profitable. If you are one-person support team and have fewer
customers, sure, you can provide resolution to their grievances by writing or speaking to them, without logging the details of
the customer and nor documenting the nature of the problem. However, what happens if you have a large customer base? Of
course, there will be multiple support staffs attending to high number of support requests. BUT...

e How would each one of them remember who sent what and who needs what?

e How would John know that Monica has already resolved this particular customer’s issue?

e How would you prevent them from working on the same issue concurrently to avert duplicate effort?

e What if Monica solved an issue virtually identical to a separate issue John is currently working on?

e How would John know this issue has been already resolved, so he could use this information to reply to the
customer’s issue?

For strategic decisions and intelligence, senior managers would certainly like to know how many times this particular problem
come up for this particular product has. How long has this problem been an issue for them?

Why a helpdesk system?

It is said that success of a business is measured against the level of customer satisfaction on sales and services. In fact, the
higher the customer satisfaction is the repeated business it creates. This is one of the key reasons why successful enterprises
have a dedicated help-desk team or call centers to cater to the queries and grievances of their customer base. But what
makes a help-desk team productive and successful? Well for sure, choosing the right helpdesk system is the first step that can
make all the difference.

But how do you arrive to the decision of choosing a particular helpdesk system? Do you need a helpdesk database system that
works standalone within your local network? Or do you need a web-based helpdesk to enable your scattered support
personnel to work on troubled tickets? Or do you require a helpdesk that make uses of your existing email infrastructure such
as Microsoft Outlook and Exchange?

But why in Microsoft Office Outlook?

Typically, an ideal helpdesk system should support the organizations’ internal logic and workflows, integrates easily and
leverage existing infrastructures, caters to the support technicians on the move, enables automation and processing based on
customizable rules and most importantly, should be easy to use with little or no training requirement. This is where a
helpdesk system based on email client such as Microsoft Outlook scores over other type of support systems. This is because in
most businesses, most support staffs use Outlook extensively — all day, every day for email communications, appointments,
contacts, tasks etc. As they have relied that heavily on Outlook, it is only natural for them to turn Outlook to a sort of a
ticketing system to support requests and calls from customers.

Moreover, as Outlook provides quick access to company’s contacts, address books, mailboxes and public folders stored on a
central Exchange server, it makes it much easier for support personals to track, collaborate and log support requests in
Outlook.

The problems with helpdesks based on Outlook

Microsoft Outlook is a great productivity office application, something more of an indispensable companion for many
businesses. However, Outlook itself is highly optimized for personal email exchange often falling short when it comes to
providing a complete history of an event over time. When an email has been forwarded on to another helpdesk team
member, the original owner loses insight into the progress. This has a serious implication, that is, in its original state, Outlook
simply lacks the automation, reporting, reminders, and workflow to manage a support ticket request, which is critical for
growing helpdesks looking to optimize and uniformly improve support staff/customer interactions.

The Solution - Extending your Outlook

The AssistMyTeam Helpdesk system for Outlook answers these limitations by integrating itself within the Outlook process (as
an add-in) and extending it as a platform to collect, track and resolve trouble tickets while sharing this information with your
entire team, all with ease. It brings all of help desk functionalities and automation and tightly integrates with the easy
workflow of Outlook, thereby allowing users to work in the same way they do with emails. What you would get as an IT
manager is high rate of user acceptance, yet low cost of operation, training and maintenance.
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Helpdesk for Outlook

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 technicians

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

CALLLLLLLLLY

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

LS LS S S
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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 LAP Knowled
Email dertio Caller Report et e

: Generator @
Emal dert o Agent | e _-\"“ ® ",
mal dert io Agent ¢ ) L™ ».

: =) \ R

Agents % =
Helpdesk i a2
) =1 ) =1 | = S Manager Manager configures ?%"49

J:@j - J_aj . J.@j 'w o IS‘@IAIUI'E‘ & - drop down lists,
. ~ >l

templates, workflows
and other helpdesk
settings

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

End user contacts
helpdesk through

email or Phone

.., F‘“"&*' technicians
Y. Ng, .""c
.""-.vt!f"’;;} Ggfrdﬂﬁy_{ ..... S Add email reply
{"""-i‘é.P o, g el ., b"*’é.‘-;_- """ to the existing
{“"'Da}:;-“.. ’ 3-6'3}-;4..__‘ _.-' case
g ' .
u&??r.:;'r};.,‘ tay
I’.‘:,;‘.l; .................................
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 fromfile...

% Save database configto file...

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

Server [BYTESTATION2\TESTING |

Database |Assist|'~'1yTeamHelpdesId]B |

possword

Use Integrated Security

;‘;:’\shihl MyTeam
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Step 2

Manager configures helpdesk settings
and drop downs

Helpdesk administrator defines drop-down lists
such as technicians, callers, problems as well as
emails templates, messaging options etc. With
these global settings, manager can streamline
the behavior on how all technicians work on
support cases in Outlook.

Step 3

Technician installs Agent add-in

The Agent tool consists of an Outlook add-in
that has all the logic and functionalities of the
helpdesk application. Each technician of the
helpdesk who would work on support cases
needs to install the AssistMyTeam Helpdesk
Agent tool.

After a successful install, you will see that
dashboard panel, toolbars or ribbons are
added in the explorer and inspector windows
of Microsoft Outlook.

Note: Apart from the managerial tool, helpdesk
administrators also need to install the Agent tool if they
have to work on support cases themselves.
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o, Configure drop-down lists
Helpdesk Settings | and setfings
(Y Info Data Source I:(g
(] Helpdesk
[ ) pd
Open & Export = '’ Dashboard
ot
ts list
Callers list Agentsli
Save As I I
D Statistics
Save Attachments L=
Print Problems list CENTRALIZED o
ADMINISTRATION
2= | OF THEHELPDESK - | ">
Custom Fields FROM OUTLOOK l Demo Cases
— Reset Connection
@
Templates
Manager Help Tapics
.—_.| 2] video Tutorials
Check Update
Office Account Natification
Options v
Feedback
PN License
: 4
Options
Case Options % Visit home page
% Knowledge base
I? %Support Subscriptior
=
Advanced
Manager Options About

File Home Send / Receive Falder View Help AssistMyTeam Helpdesk Q Tell me what you wan
s: Bl B Ea & =8 &

My My Report My Settlngs Mew Convert Add to existing Resetlink Create Reply

Dashboard Generator Statistics - Case to case case v to Case KB with a KB
AssistMyTeam Helpdesk (11.0.1.278) .
L
4 Inbox 21 < -
" Search Current Mailbﬁx,.
{7 Drafts HELPDESK o Unnesd e,
§ nrea :
_E|Sent DASHBOARD : D_E. e HELPDESK TOOLBAR
15 Trash !
- Archive PAI\.]::,L Q_ Mew ticket submitted from Support page
" RE: Mew ticket submitted from Support page
Deleted Messages LN RE: New ticket submitted from Support page

Mail Calendar People Tasks Notes Folders Shortcuts

#4 AssistMyTeam Helpdesk - Dashboard

% NewCase |[#|Score: Il [BB] e[ B]  Tie[§][®] 2 9 6 3 0 [
|

Mot Mot
Search Cases ~ || Type keywords and press [Enter] | TEEIELED Open et Assigned || Answered
g Time Period | Any w Case Type | Any ~ | & Columns...
m
t:l Search Result : 15 cases found! Group by | Mone v :jgm.
&
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
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Step 4 B o -

File Home Send / Receive Folder View

=M

My My Report My Settings ew] Convert sdd to Existing  Reset link
Dashboard Generator Statistics =

Caller submits support request via
email or phone call

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

. . K AssisthyTeam Helpre (11.0.288.0)

sending an email or by making a phone call. . A
These support requests are then logged and Inbox: Search Current Manimx
converted to cases in Outlook. i#, Drafts .

All Unread =
Further details and drop-down lists (such as the S-S e A0 [svmEc t‘
classification of problems the request falls into) [z Deleted ltems : L 3
can then be set, by a supervisor or manager. fe Junk Email _ 4 Date: Tuesday [

5 i iPod freezes and won't shutdown
[3] Qutbox

4  Date: Monday

5 h Fold
L2 search Folders @Jtestme

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

File Discussion

@ Case I Time (2) ,_T\,{ Notes (1) E Related Cazes ﬂThis message was sent with High importance,
T | BT | i || e | OM90INO Case #1  mmamRan NN
. cc- . Fri 8/13,/2021 11:55 PNV
Received 8/1/2021 11:55:00 PM Email mardo garcia @assistmyteam.cc v| B’ I Reply to Caller From AssistMy Posted on i 3/13,
Created on 8442021 11:55:00 PM ) Mardo Gargi ’
) Display Name ando Laangia - Posted To Cases
Modified 8/14/2021 12:19:39 AM Phone |5.|345{)|]29 | ;ﬂ Reply with 2 KB Conversation iPod freezes and won't shutdown
Ecaedby umaltiny Mabile 7122323111 Subject (111 iPad freezes and won't shutdown
i AssisthlyTe S rt
Mo iedlHy e Address G4, Hummer Avenue, Miami, Florida L] Callers
First Response |8/1/2021 11:55:00 PI 5384 [ Agents
Case Age 9 days, 12 hours, 28 minutes @ Edit Solution
Status Invalid + | Company KiloStar Engine w | a?s
g Mark Complete f f |
Priority High < | IEESETE] [Aung Hun 2 My iPod freezes and won't shutdown! Please help.
ooy [Music Players | | BAd =
s [iPod Classic ~|[ & s | R £ (4 Save to DB
CUSTOM FIELD Respond Date | 8/15/2021 »| | 7:55:00 PM || | MR (4 Remove from DB
Due Date | 81572021 | [11:55:00 PM F5]] | Hi M} Save As Drsf
RESPONSE DURATION:
There are no custom fields defined First response to caller was initiated in 3 days, 3 hours 3 Make KB
OPFEN DURATION: % Excport IBJ Brnk
Still active, 9 days, 12 hours, 28 minutes since it was
raised %] Discard & Exit
RAISE DURATION:
Raised in 3 days after the first request was received g Fed |Z|
BREACH DURATION: .
1 day. 11 hours, 31 minutes left to resolve this case Build: 11.0.288.0

Assign (4) VLR T Bl

Ste p 5 - | | Adrien Silva ——
B add | |Albert Souza . ,_7_"
Self ] 2&1 Alexander Buck 7— -
Assign technicians to the case L s | I5E |
Typically, a manager or senior technician assigns the best Respond By Date | 1/19/2017 ~ H 2:44:47 PM $| s \
technicians to the case for fulfillment of the service and Due Date | 1/19/2017 ~ | [ 9:44:46 P l’“3“_]|: f_"@ ‘

speedy resolution.

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

Assigned technicians then get notified through an automated email. Optionally, the due date of the case is entered into the
personal calendar of the technicians' mailbox.

;‘;:’\shihl MyTeam
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Step 6

Technicians collaborate to resolve the case

The assigned technician then proceeds to fulfill and resolve the case in Outlook. Helpdesk manager may set due date and other
deliverables on the particular case for the assigned technicians, 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 technician can fill time spent and
assign additional technician 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 concerned technicians 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

ﬂThis 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.
[ =}
L = Pe 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

23 minutes) before Build: 11.0.288.0

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 g 553 o ol descmion eceved rom Galer and Gargia) 111100
HELPDESK

My iPod freezes and won't shutdown! Please help.
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Step 8 il Weallershist || LSGAL
Technician closes case after providing a el |mamu'gamé@asmmﬂeamm LB 4 Reply to Caller

. Display Name |I'H'Iardn (Gargia _ | -
resolution oo (543460025 = | ¥ Reply with 2 KB
Once every parameter of the caller's request has ~ Mabile |?122323111 '*,‘ |
been fulfilled, a case be closed. At the same time,  Address G4, Hummer Avenue, Miami, Florda [ Callers
the caller gets notified automatically on the 3884 *e, [] Agents
closure of the case. % L [=# Edit Solution |

Company |I‘ﬁIuStar Engine W | | ::E: |

IRESEEIE] [Aung Hon 2 | s VerkComplete

Step 9

Technician adds resolution to knowledge base

A closed case can be a good source of future reference and technician can create a new knowledge base entry based on the case.
It is then available in the list of articles under the integrated knowledge base, categorized and sorted, ready for your technicians
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 2:51:39 PM

| %NewCase [¢/@ BAlltems O AMyhems |Homomid ~| 0 5 5 0 0

Mot Mot
|Seart‘.h Adicles ~ ||T'_-,-'|::e keywords and press [Enter] | Lo il o] Open Resaves Assigned Answe
g Time Period |4"m1|' v| Article Type |An1r v” £ Columns... |
o 5earch Result : 5 articles found! Group By |I'-.Ium_= e |

@

%8 New articte | 3 Edit | 5§ Forward | [ Remove | B Export s | &) Print

v

d ] SUBJECT CATEGORY TYPE CREATED BY
E |_=61 [KE-1} How to Use non-standard discs in optical ...  Motebooks MacBook Abel Conie
= |_=ﬂ.2 (KB-2) MacBook Pro: How to remove or install the... MNotebooks MacBook Pro Adam Smith
U_a |_=ﬂ. 3 (KB-3) MacBook Pro: How to install memory Motebooks MacBook Pro Adam Smith
% |_=ﬂ.4 [KBE-4) Apple Portables: How to disconnect the M., MNotebooks MacBook Aung Hun
- |_=ﬂ.5 [KB-5) The drive doesn't accept any discs Desktops Computers  Mac Mini Aaron Beit
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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.
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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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2. 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

Pagel 1
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3. Installation

AssistMyTeam Helpdesk System consists of two separate installs — Managerial and Agent. The managerial install is for helpdesk
administrators who would configure or maintain the helpdesk settings, add or remove drop down lists, customize email templates
etc.

Note: If administrators need to work on support cases, then the agent tool also needs to be installed, apart from the managerial
portion

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 technicians, 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.

Further, the Administrator setup is of two different variants - one each for 32-bit Outlook and 64-bit Outlook

For Per User Installation:
AssistMyTeamHelpdeskManagerSetup_x86.exe (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskManagerSetup_x64.exe (for 64-bit Outlook 2010, 2013, 2016, 2019)

For Per Machine Installation:
AssistMyTeamHelpdeskManagerSetup_x86_Citrix.exe (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskManagerSetup_x64_Citrix.exe (for 64-bit Outlook 2010, 2013, 2016, 2019)
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Managerial Installation

The managerial installation consists of an add-in that is exclusively designed for configuring and maintaining the settings of
the helpdesk. It has to be performed by the helpdesk administrator/manager before the agent tool is installed on every

technician's system.

Step 1. Run the AssistMyTeamHelpdeskManagerSetup_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.

E AssistMyTeam Helpdesk Manager (x868) Setup >

Welcome to AssistMyTeam
Helpdesk Manager (x86)
Setup Wizard

The Setup Wizard will install AssistMyTeam Helpdesk
Manager (x8a) on your computer. Click Next 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)

ﬂ AssistMyTeam Helpdesk Manager (x26) Setup —

Select Installation Folder
This is the folder where AssistMyTeam Helpdesk Manager (x38) will be insta...

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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>

Back to TOC



T T TR— v

Not just emails, do more with your Outlook

Helpdéskfof QGt'OOk

Step 3. Click 'Next' to continue with the file’s extraction. It just takes a few minutes to complete the whole copying process

ﬂ AssistMyTearmn Helpdesk Manager (x88) Setup

Installing AssistMyTeam Helpdesk Manager (...

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

Status: Copying new files
|

Advanced Installer

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

ﬂ AssistMyTeam Helpdesk Manager (x86] Setup >

Completing the AssistMyTeam
Helpdesk Manager (x86)
Setup Wizard

Click the Finish button to exit the Setup Wizard.

< Back Cancel

Page 14

oy, .
Back to TOC ‘ AssistMyleam



Page15

Back to TOC

T T T v
Not just emails, do more with your Outlook

eply with a resolution

Helpdesk for QGt'OOk |

Step 5. Start Outlook (restart if it was already running during the files installation). As soon as Outlook is loaded, you will be
prompted with the following database connection dialog box:

% Administration Panel : Helpdesk Settings Data Source
= o
Save Exit

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

|_‘|| Load database config from file...

%Save database config to file...

Database Type Microsoft SQL Server ~ | More info on this database option...
Server [BYTESTATION2\TESTING | % Test
Database |Assjst|‘~"|yTeamHE|pdesld]E | |5 Choose... {Optional)

possword

Use Integrated Security

Now, the final step is to choose a database where all the settings, templates, cases, articles and other helpdesk data will be
saved. Supported database options are: Microsoft SQL Server (default) and Microsoft Azure SQL.

Using Microsoft SQL Server

This is the default recommended database. SQL Server Express edition is also supported.

You need to provide the Server name as it is mandatory. The Database name is optional. If it is left empty, a new database
with the name ‘AssistMyTeamHelpdeskDB’ would be created. If your SQL server is configured to use windows authentication
(NTLM), then you can check the ‘Use Integrity Security’ option to let Windows manager the credentials to access the
resources on the SQL server.

Permission for Technicians/Agents on the SQL database
Each of your helpdesk users/technicians should have both db_datareader and db_datawriter permission on the Helpdesk SQL
database.

Database role membership for:

Connechion
[ db_accessadmin
Server. db_backupoperator
BYTESTATION\SQLEXPRESS db datareader
Connection: db_datawniter
BYTESTATION wser || db_ddladmin

23 v " . [7] db_denydatareader
iew connection properties ] db_denydatawrier

[] db_owner
Progress [ db_securityadmin
public

Readv

NOTE: When choosing a SQL server database for Helpdesk System, if you are not using the ‘Integrated Security’ (also known
as Windows Authentication, or NTLM authentication), then it is very important that each user or agent has knowledge about
their SQL username and password so that they can enter them while making the first-time connection with the helpdesk
database with their installed helpdesk add-in in Outlook.

>
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Using Cloud based SQL Server database

5|

k

You can also use cloud-based SQL server service instead of on-premise such as Amazon RDS cloud service (They offer both
free and paid accounts. For more, refer to https://aws.amazon.com/rds/). For instance, below is our test MS SQL account with
Amazon RDS. Once you have signed up and created a MS SQL database, input the endpoint URL as server in our app. Make
sure, you suffix the port number after the endpoint as “,1433” so that the full URL in the Server name would be
RXOOOOOXXXXXXXXXXXXXXXXXX.rds.amazon.com,1433’.

Database Type Microsoft SQL Server ~

Server cﬁwwdq:ﬁsa.uswtstdz.rdmmmws.m,lﬁdl

Database (Optional)
Username |,
Password || Test (g

[[] Use Integrated Security

And here is screenshot of the RDS server to use from the RDS member panel.

Launch DB Instance Show Monitoring v Instance Actions v

F.mﬂ A" Insun“s X Q Search DB Instances x
(W) Engine ~ DB Instance ~ Status * CPU Current Activity
@ ~ SQL Server Express amtdbinstances available 111.19% I 1 Connectii
— gserver
Endpoint: .ctiywickp9sa.us-west-2.rds.amazonaws.com:1433 ( authonzed ) 0
ol Configuration Details Security and Network
Engine SQL Server Express Avallability Zone us-west-2a
l (= 12.00.4422.0.v1 VPC vpc-458b0e21
& Lic.ns. Mod.l License Included Subngt Group default ( Cofnple1€ )
UTC+5:30 subnet-f6865d80
DB Name subnet-72ea032a
Username ¢ i Security Groups rds-launch-wizard (sg-ff778099)
Option Group default sqiserver-ex-12-00 ( in- (active )
sync) Publicly Accessible Yes
Parameter Group default sgiserver-ex-12.0 ( in-sync ) Endpoint - Stiyvwckpasa.us-west.
copy Tags To snapshots No 2.rds.amazonaws.com
Port 1433

Certificate Authority rds-ca-2015 (Mar 5, 2020)
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Using Microsoft Azure SQL

Azure SQL Database is a cloud-based relational database service from Microsoft, which is based on SQL Server database. This
option is ideal for helpdesk that have technicians scattered or working remotely in different locations but have access to the

web.

¥ Administration Panel : Helpdesk Settings Data Source

&l

Save Bt

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

=4 Load database config from file... %Save database config to file...
Database Type |Microsoft Azure “ | More info on this database option..,
Server |assjs1myteam | .database.windows.net Test -@
Database IAssisﬁ'ﬂyTeamHelpdesld]B | |5 Choose... {Opticonal)

Username |ﬁanms |

Passwnrd | ttttttttttttttt‘ |

NOTE: If no database name is mentioned, the helpdesk add-in will create a new database in your Azure SQL server, by the
name of 'AssistMyTeamHelpdeskDB’.

Step 6. With the database creation and configuration done, you will be given a choice to load a sample dataset of cases, KB
articles and drop-down lists (problems, statuses, callers, agents etc.). We strongly feel you will be able to learn and get
familiar with the helpdesk add-in very quickly with the sample dataset and hence, we recommend that you load them. If

chosen, 5 each of cases, KB articles, callers, drop-down lists etc. will be loaded into your new database. You can, of course,
remove them later without much difficulty.

Demo Cases

To enable you to guickly get familiar with the app, its features, workflow etc., the app can load a demo
data set consistings of callers, problems, KB articles and cases. This demo data set will allow you to
instantly dip into the inner working of the helpdesk, as well as, aid in understanding of its usage and
applicahbility with regards to the requirements of your organization.

The following number and types of items will be loaded into the database

Ongoing Cases
Resolved Cases 5 | [F] Load
KB Articles Skip

Once done, you are almost ready. If you want to work on the cases in your Outlook, you and other agents will also need to
install the helpdesk agent add-in as well.

>



4. Managerial Settings

The Helpdesk Manager include list managers to customize the contents of all drop-down boxes on the help desk form, email
templates for outgoing emails, notification options, custom fields etc. Besides managing the settings and drop-down lists, it is
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responsible for monitoring service compliance on active cases and automatic escalation to assigned technicians.

AssistMyTeam Helpdesk Manager Menu

The AssistMyTeam Helpdesk menu serves as the gateway for launching most of the functionalities and tools available in
AssistMyTeam Helpdesk for Outlook. In Outlook 2019, you would find the AssistMyTeam Helpdesk Manager menu in the
backstage file button, as shown below.

1_|-|_r Info

Open & Export

Save As

Save Attachments

Print

Office Account

Feedback

Options

Exit

AssistMyTeam
Helpdesk
Manager

5
N

L

Helpdesk Settings

Data Source

Configure drop-down lists
and settings

e®
u‘?h

Agents list

1
1
=

oo

Callers list

@.

&

Problems list

e

Custormn Fields

Templates
Manager

-
Motification
Dptions

-

o
4

Case Options

=

Advanced
Options

Managerial Tools

ot

Helpdesk
Dashboard

Statistics

Reports Generator

a Demo Cases
— Reset Connection

®

Help Topics

£ Video Tutorials
Check Update

3

License

%‘u’isit home page
% Knowledge base
% Support Subscriptior

About
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4.1 Helpdesk Settings Data Source

Being a groupware solution, AssistMyTeam Helpdesk add-in requires that it stores the data — cases, articles, callers, templates and
other global configurations on a dedicated database, accessible to all technicians of your helpdesk. So, when you install the
managerial tool first time, you will be prompted to choose a SQL database.

% Administration Panel : Helpdesk Settings Data Source

=

Save Exit

Where do you want to save the AssistMyTeam Helpdesk settings data?
|_‘|| Load database config from file... e

%Save database config to file... e

Database Type |Microsoft SOL Server *~ | Maore info on this database option...

g Test

Microsoft SOL Server

Seryer |Microsoft Azure
[

Database |AssistMyTeamHelpdeskDE | || Choose... {Optional)

Supported database options:

o i) Microsoft SQL Server
It is recommended to use a dedicated inhouse SQL Server database option, as it gives a better performance and is easily
scalable. For more information on using SQL Server with AssistMyTeam Helpdesk, refer to section ‘Installation > SQL
Server database’.

ii) Microsoft Azure SQL

Azure SQL Database is a cloud-based relational database service from Microsoft, which is based on SQL Server database.
This option is ideal for helpdesk that have technicians scattered or working remotely in different locations and have no
but have access to the web. For more information on using Azure SQL with AssistMyTeam Helpdesk, refer to section
‘Installation > Azure SQL database’.

e Importing Database Configuration from file - Database configuration file (*.dbconfig) can be imported on new machine
or new agent from 'Helpdesk Settings Data Source' panel. And the manager/agent addin on that system will read the
location and connect to the configured database automatically

o Open =
t | WVWAMTServer Helpdesk', w | =¥ Search VMs o)
Organize « Mew folder =~ [ @
- DEV(E) A Name Date modified Type ~
. HDD2 - DEV2 (F r e L u R .-u-r.L, L . ._ R
(F) Win XP B9/ 2016 2:07 AM File folder
= HDDT - FILES (G3) Win XP + Office 2007 6/9/2016 210 AM  File folder
= HDDZ - SETUPS (H) Win10 6/9/2016 2:15 AM File folder
= HODZ - MEDIA (1 Win10 + Office 2016 + 363 £/9/2016 2:20 AM File folder
- MEDIA (1) Win10 Development 8/22/2016 %57 AM File folder
. ARCHIVE (K:) Windows 2012 Server G/2/2016 1:26 AM File folder
_ HDDT - VMs (L) D TeamHelpdeskConfig.dbConfig 11/10/2017 12:18...  DBCONFIG
B < >
File name: | TeamHelpdeskConfig.dbConfig ~ | | DB Config File (*.dbConfig) o
Open Cancel

>
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e Saving database configuration to file: Database conflguratlon can be saved to a file (having *.dbconfig file extension)
from Helpdesk Settings Data Source panel and manager can share/deploy this .dbconfig file to other agents/users (say,
via email or file server) so that individual technician can import that .dbconfig file to connect their manager/agent addin
to the correct Helpdesk database in their respective Outlook.

W Save As >
« v 4 | 1 \\AMTSemer\Helpdesk\I | = Search VMs o
Organize * Mew folder S o 0
o
- HDOT - DEV (D) = Marme Date modifie ™
- DEVI(E] | Databazes 6/16/2016 3:1
- HDD2 - DEVZ (F] | Only O5s 6/9/2016 1:46
- HDDT - FILES (G:) | tips /92016 1:448
= HDD2 - SETUPS (H:)  Users & Credentials 6/9/2016 1:42
= HDD2 - MEDIA (1) o Win7 /9/2016 1:48
MENIA (1) - >
File name: | TeamHelpdeskConfig v]
Save as type: | DB Config File (*.dbConfig) v |
# Hide Folders Save Cancel
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4.2 Agents List

AssistMyTeam Helpdesk needs to be fed with the detail of the agents that would be working on support cases. In this list, the
agent’s name and email address are mandatory fields and should be unique for each agent that you entered.

= ﬁ“istration Panel: Agents Informaticn
B v

I;:.x?t Hjl Reset Columns Size

Impeort | Apply Save

Name N Email 0 HourlyRate  Phone Mobile ¢  Code
1 |Aaron Beit aaron.beit@someXY . company.com £4.00 3058300 6543454644 AAROM
7 |Abel Conie abel conie@someXYZcompany .com S6.00 3058301 &h43454645 ABEL
3 |Adam Smith adam.smith@somexXY 7 company.com £3.00 3058303 643454647 ADAM
4 |Adrien Silva adrien.silva@someX Y Zcompany.com £3.00 3058304 &h43454648 ADRIEN
5 |Aung Hun aung. hun@someX Y2 company . com £h.00 3058326 6543454634 AUMNG

o Import agents from Global Address List/Active Directory - Most likely, you might already have contact details of the
agents in the exchange global address list. Use the 'Import..." button to display the address book and select those contacts
that you want to import. The Agent's name, email, telephone, mobile fields would be then automatically filled in the grid.

%’;‘lssisl“yl eam
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4.3 Callers list

AssistMyTeam Helpdesk maintains the detail of the callers that had requested for support in a list. The caller's email address is
a mandatory field and should be unique for each caller that you entered.

i Administration Panel : Callers Infermation
0. 5«

Import | Apply Save | Exit 1 Reset Columns Size

Email | Display Name ¢ Phone | Mobile ¢ Company ¢  Address DefaultAgent §

1 |david webs@assistmyteam.com David Webs 543460013 7122323343 Angel Heart Hos « | 118 D, Jimmy Ray 5t Aaron Beit |
2 mardo.garcia@assistmyteam.com  Mardo Gargia 543460029 7122323111  KiloStar Engine | G4, Hummer Awenue.  Abel Conie |
1 |manarodriguez@assistmyteamcom Mana Rodriguez 543460041 7122312577 DSFF Gyms '« | House 45, Milky bar. | Adam Smith |
4 |davis wong@assistmyteam.com Davis \wong 543460052 7122321124  Starline Transp . 118 D, Jimmy Ray 5t Adrien Silva |
5 |abuhakim@assistmyteam.com Abu Hakim 543460073 7122234355  Michellin Fashic . V4, Yemen Road, Pal | Aung Hun |
g |sunil kumar@assistmyteam.com Sunil Kumar 843460022 7122323343 YouTube | D3, Greater Kailash | | AaronBeit |

o Import callers from Global Address List/Active Directory - Most likely, you might already have contact details of
the callers in the exchange global address list. Use the 'Import..." button to display the address book and select
those contacts that you want to import. The contact's name, email, company, address, telephone, mobile fields
would be then automatically filled in the grid.

e Default Agent - Each caller entry can also take a default agent. This is useful if you want to dynamically assign this
agent to a case generated from an email send by a particular caller. This setup triggers the automatic notifications
to the assigned agent.
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4.4 Categories, Types and Statuses Management

Problem management is critical to ticketing system. After detecting a problem, helpdesk manager should log and categorize
the problem into a main category and secondary type. This step is beneficial in several ways.

e Allows the helpdesk to sort and model incidents that occur regularly.
e Allows for automatic assignment of prioritization such as agents).

e Ability to gather and report on helpdesk tickets data. This data allows the organization to not only track problem
trends, but also to assess its effect on service demand and helpdesk capacity.

With AssistMyTeam Helpdesk, you can maintain a list of problems (as categories, types, statuses) that is representative of all
possible incidents reported by your end users.

Categories list  Statuses list  Zone

Category &) Hourly Rate Code &
1 |Accessories I £8.00 ACC
7 | Applications 4,00 APP
3 | Deskiops Computer £5.00 DESKCOMP
4 |Mobiles £20.00 MOBIL
5 |Music Players £9.00 MUSIC
g |Motebooks £12.00 NOTEE

o Problem categories list

Gather all the problem areas that your support team will be attending to and feed them into the 'Category' field.

You can also specify the default hourly rate for each problem category, so that, when using statistics, you can
consider this category rate.

e Problem statuses list

As agents start working on assigned cases, over time, they may need to update the state of the tagged problem so

that managers can track and plan additional resources if needed to resolve that particular case. Such a list of status
flags can be specified.

The color code column allows you to associate a

. L . s ligtl | Statuses list
color with a status. And case item in Outlook that is alenagesls uses s | mbics bicd

tagged with a problem status will be colorized with Status & Color Code 2

the associated color. 1 |Awaiting _
2 |Deferred Orange

You can choose from one of the 20 colors 3 | Delayed Peach

supported by Outlook for color coding Outlook 4 Frozen Yellow

items (via Categories field of the Outlook item). 5 Invalid Green

To specify a color code for a status, double-click the 6 |Frocessing Tesl

corresponding second cell (color code column).

When you set the status of the case manually or when the add-in does that automatically (using the default status
values), you will see that the status column on the dashboard panel are color-coded accordingly.

Page2 3

i$>

Back to TOC



-

T A
()L just emails, do more with your Outlook

N

Request Jorsupportli

- - -
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— . X - P

g Time Period |Am v| Case Type |4"ll‘lll' v” £ Columns.. |

o Search Result : 10 cases found! Group by |I'-.Iu-ne V ||-_|
—— ¥reply | %@ ReplykB | [} Edit | [ Resove | [§ ReOpen 7% Delete | 5L Merge Cases | [BE| Export s | (24 Print

vl

d = CASE NUMBER.  SUBJECT AGENTS STATUS DIUE DATE

E I;}‘I [1] iPod freezes and won't shutdown Aung Hun Resalved 8/15/2021 11:55:00 PM

= ER [2] Mac O5 X 10.5: Can receive email, but not ... Abel Conie Deferred 8/14/2021 11:55:14 PM
U_a g3 [3] How to setup AirPort Base Station and Me... Aaron Beit 8M17/2021 11:55:14 PM

g Ep! [4] iPod won't turn on! Adam Smith Delayed 8/18/2021 11:535%:14 PM

= s [5] Troubleshooting the MacBook Air SuperD... Abel Conie Processing 8/15/2021 11:55%:14 PM

(NOTE: For color coding of cases with status color code, you need to enable the option 'Allow Color Coding of Case
items based on the status of the case' from AssistMyTeam Helpdesk Manager > Advanced Options > General tab)

And if you view the case, you will also see the color bar in the header.

0This message was sent with High importance.
Resolved Case

#1 CCaseprioriyHion | CaseStatusResohed

W Fri 5/13/2021 11

¥ Reply to Caller From AssistMyTeam Support <support@e Postedon *s, |

N Posted To Cases ‘.‘
Eﬂ Reply with 2 KB Conversation iPod freezes and won't shutdown
subject | 111 iPad freezes and won't shutdown
Callers
Agents 8/14/2021 4:32:03 PM Case Closure Notification Sent to Mardo Gargia
| =4 Edit Solution |
8/14/2021 4:31:12 PM Reply received from Mardo Garcia
_@ Mzke Changes
= Reopen This works! Thank you very much.
Mardo
[ £ Save to DB

Problem types list
The problem types are sub-category items that fall within the domain of a problem area/category. Hence, each problem
category has a specific list of problem types that an agent or manager can choose from and tag a support request case.

= Adrninistration Panel : Problems
A:;Iy SE Igl’dt FH Reset Columns Sizeo e
Problem Type )| Problem Category ¢ Default Tj9<)| Code O Default »QEQT
1 [iPhone Maobiles e 24.00 IPHONE | Abel Conie |
2 |iPhone 3G Mobiles o 25.00 IPHONEZG | Aaron Beit |
3 |MacBook Motebooks e 26.00 MCEBOOK | Adam Smith |
4 |MacBook Pro Motebooks o 26.00 MCEOOKFRO | Adrien Silva |
5 |MacBook Air Motebooks e 26.00 MCEOORKAIR | fung Hun |
g |Mac Mini Desktops Computers |- .00 MACMINI | Aaron Beit |
7 |Mac Pro Desktops Computers |+ 236.00 MACPRO | Abel Conie |
g |iPod Shuffle Music Flayers o 22.00 IPODSHUFFLE | Adam Smith |
g |iPod Nano Music Players > 22.00 IPODNANO | Adrien Silva |
1p |iPod Classic Music Players I 32.00 IPODCLASSIC | Aung Hun |
11 |iPed Touch Music Players I 4200 IPODTOUCH | Aaron Beit |
12 |iTunes Applications v 52.00 ITUNE | Abel Conie |

In the Outlook case and knowledge base form, when an agent selects from the problem category drop down, it will load this
tier of problem type lists in the type drop-down box. These nested tiers of categories/types are complete customizable to
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your organization's support model and act as sorr;ewhat of a guiding decision tree for the caller (when submitting online

service request) and agents etc. These also assist in providing high-level information to help desk managers in automatic
assignment of cases to the correct agent.

o Problem Category to which this problem type belongs to. If a particular problem type is applicable to all problem
categories, leave it as empty. That is, if you have a common problem type for all Problem categories, you don’t
need to add the same problem type for each category. Just leave the Problem Category column empty for that
problem type.

Default time (in minutes) under which the particular problem is expected to be fixed/resolved.

Code — This is an abbreviated code that you can define for each problem type. This could be one of the tracking
codes that helpdesk manager can configure for embedding into the subject of the case item (along with the case
ID) for easy recognition and tracking.

Default Agent who has expertise on that problem. You can also assigh multiple agents to a problem type. And
these default agents could be automatically assigned to cases that are tagged with this problem type.

e © ¢
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4.5 Custom Fields

You can deploy any number of custom fields that take different data types and these fields will be available in the Custom
fields tab of the case form in Outlook, such that, when you are raising a ticket from an email or phone call, you can fill in the
value directly. All defined custom fields are available in summary reports and OLAP Statistics tool.

You can define such custom fields that take the following data types: Text, Number, Currency, Yes/No, Date/Time, Note or
drop-down List.

% Administration Panel : Custom Fields

gl
Sav Exit
Custom Fields Refer 'Custom Fields'to as
Mame )] Type )] Mandatory
1 |Custumer Internal ID Text E [
2 |Inventory Info Mote - [l
3 |MNotify Customer ez Mo = [
4 |Potential Sale Amount Currency = [
5 | Receipt Number Mumber = [
§ |Ship By Date/Time = [
7 - [
8 B [
. =

o Custom fields can be of 6 different data types as displayed in the image above:
Currency, Date/Time, Numeric, Text, Yes/No, Note.

You can add any number of Custom fields as required and they will all appear in the case form in Outlook.

You also have the option to even mark a custom field Mandatory, so that without filling the mandatory fields, a case
couldn’t be mark completed. Once a field is marked mandatory it would be displayed in red color so that user can
identify the mandatory fields.

e Custom List - The titles of these custom list can be edited to get the proper meaningful label that signifies the
information the field store. For example, the first drop-down field can be titled as ‘Client’ and the administrator can fill
up the names of all their clients for which projects are contracted for.

%, Administration Panel : Custom Fields

ol
Save Eaart
Custom Fields | Custom Lists
Select a Custom List [ Rename List ] [ Delete Custom List
[R.eginn v] Region
Mandat fus
andata
B K 2 UK
NewList. |
3 |EU
4 | Asia-Pacific
g |Others
6
-

>
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@ Case (5 Tme(?) = Notes(l) Lo Related Cases

0
Received
Created on
Modified

First Response
Case Age
Category

Type

Status

Origin

Pricrnity

116

SI2L2017T 92700 AM

S22017 92700 AN [Christopher Columbus]
SME2017 9.26:42 AM [Richard Branson]
S22017T 9:26:00 AM

105 days, 1 hours, 28 minutes

Desktops Computers R
Mac Pro v
Delayed ~
Web Access ~
MNormal ~

Custom Fields (7)

Customer Age Group 31 to 45
Region US
Customer Internal 1D UST11230087
Inventory Info T-Shits = 340

Maotify Customer
Potential Sale Amount $4600.00
Receipt Number 1020023
Ship By 82872013 |

Denim Jackets = 233
Denim Trousers = 400
Mike Shoes = 120

Y
ur Outlook

. SCallerslist || LSGAL |

Email |wouters @mangostar.com ~ | ﬁ

Display Name |Wm.|ters (Gess

Phone (54312334 i

Mobile | 7122308766 IES =

Address G4, Hummer Avenue, Miami, Florida 3384 E
L

Company | Michelin Fashion v|

[ Apply default technician

Christopher Columbus @

. B

e m =

Respond By Date | 8/19/2017 [ 627.00AM [&]] ™5 |

Due Date | 8192017 || 9:27.00AM ||| B |

RESPONSE DURATION:

First response to caller was initiated in 1 minute

OPEN DURATION:
Still active, 105 days. 1 hours, 28 minutes since it was raised

EREACH DURATION:
Resolution over due by 88 days, 1 hours, 28 minutes

When you open a case in Outlook, the custom fields are available to collect further data on the caller or problem or related to the

case in general.

Pagez 7
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AssistMyTeam Helpdesk uses various templates for sending out notifications and reminders to callers and technicians - both
manual and automatic. Each template takes the HTML format. There are a whole lot of notification options for different
events such as when a case is created, changed or resolved, or when an agent is assigned to the case, or when the due date
has lapsed etc. Automated emails are sent out directly when a relevant event occurs and the whole exercise is transparent to

the agents.

B |l

Save Exit

Select Template

Email caller on case allotment
Email caller from Outlook form
Email Agent from Outlook form
Email caller on case dosure

Email Agents on case assignment
Email Agents on case reopening
Email Agents on due-date lapse
Email Agents on respond by date
Email caller on Agent assignment
Email Agents on caller reply
Email Agents on KB publication
Print

i=: Administration Panel : Template Manager

Subject

|[C.|5.5E_ID] CASE_SUBJECT

Reset 0

Bl % B@A 9 @

oBIH

Font Arial

lapse

CASE_ID

get in touch with you.

Support Team

Issue reported:

CASE_SUBJECT

CASE_BODY

.| @

= E=E =TT iE £ Placeholder Variables
_ CASE_ID
v Size 1(8pt) - L ey
CASE_SUBJECT o

Dear CASE_CALLER_NAME,
This is to confirm that a support case has been created
with the number CASE_ID based on your email dated
CASE_CREATED DATE. One of our agent will soon

Support Case Allotment Confirmation -

CASE_CREATED_BY
CASE_RECEIVED_DATE
CASE_CREATED_DATE
CASE_CATEGORY
CASE_TYPE
CASE_STATUS
CASE_TIMESPENT_DESCRIPTION
CASE_TOTAL_TIMESPENT
CASE_NOTES
CASE_CALLER_NAME
CASE_CALLER_EMAIL
CASE_CALLER_PHONE
CASE_CALLER_MOBILE
CASE_CALLER_ADDRESS
CASE_CALLER_COMPANY

o A list of all templates used for print, email notifications. The followings are the available templates:

>

Template
Print

Email caller from case form

Email technicians from case form

Email caller on case closure

Email technicians on case assignment

Email technicians on case reopening

Email technicians on due-date lapse

Email technicians on respond by date
lapse

Purpose
HTML template used when printing the support case item in Outlook

HTML template used when contacting the caller of a case

HTML template used when contacting the technician responsible for a
case

HTML template used in the automated email to the caller to notify
about the successful resolution to the allotted case

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

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

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

HTML template used in the automated email to the concerned
technicians when the respond by date of a case is about to be overdue
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Email caller on technician assignment HTML template used in the automated email to the caller when new

technicians are assigned or existing ones changed

Email technicians on caller reply HTML template used in the automated email to concerned technicians

to inform about new replies from the caller

Email Technicians on KB publication HTML template used in the automated email to all helpdesk staffs to

inform about new KB publication

e The actual template in its raw state. A WYSIWYG HTML editor with which you can customize the contents, apply
HTML formatting as well as insert the placeholder variables. The look and feel as well as the buttons and
functionalities are similar to Microsoft FrontPage authoring tool.

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

A list of all placeholder variables available for inserting into a particular template. In runtime (that is, when the
actual email is generated from the template), the enclosed variables will be substituted by their corresponding

©c O

values.

The followings list all the supported variables:

Page29

Variable
CASE_BODY
CASE_ID
CASE_SUBJECT
CASE_CREATED_BY

CASE_RECEIVED_DATE
CASE_CREATED_DATE

CASE_CATEGORY

CASE_TYPE

CASE_STATUS
CASE_TIMESPENT_DESCRIPTION

CASE _TOTAL_TIMESPENT
CASE_NOTES

CASE_CALLER_NAME
CASE_CALLER_EMAIL
CASE_CALLER_PHONE
CASE _CALLER_MOBILE
CASE_CALLER_ADDRESS
CASE_CALLER_COMPANY
CASE_AGENTS
CASE_EMAILS_AGENTS
CASE_MOBILES_AGENTS
CASE_DUE_DATE

CASE_RESPONSE_DATE

CASE_FIRST_RESPONSE_DATE

CASE_PRIORITY
CASE_AGE

oy, .
Back to TOC ‘ AssistMyleam

Purpose

Description of the support request case

Case Number of the generated support case
Subject of the email or the support case

The help desk staff that created/logged the
support request

Date and time the email was received

Date and time the support case was
created/logged

Problem category to which the case belongs to
Problem type to which the case is related with
Status of the case with regards to the problem
Description on each time that an agent spent in
working on the case

Total time spent (in minutes) on the case
Nodes added on the case by technicians and
managers

Name of the caller who had requested for help
Email address of the caller

Telephone number of the caller

Mobile number of the caller

Full address of the caller

Company name of the caller

Agents assigned to the case

The email addresses of the assigned agents
The mobile numbers of the assigned agents
Due date assigned to the case within which the
case has to be resolved

The date within which the first response to the
caller should have been made by the assigned
agent

The date the first response to the caller was made

after the case was logged in the system
Priority of the case
The age of the case



=
Hel

TIME_NOW
CASE_REPLIED_EMAIL_BODY

CASE_REPLIED_EMAIL_SUBJECT

KB_ID
KB_BODY

KB_SUBJECT
KB_CATEGORY

KB_TYPE
KB_CREATED_BY
KB_CREATED_DATE

I

pde_s_l_i for Outlook

Current date and time

Description body of the caller replied email
Subject of the caller replied email

The unique ID of the KB article

Description body of the newly published KB
article

Subject of the newly published KB article
Problem Category of the newly published KB
article

Problem Type of the newly published KB article
The person that created the KB article
Creation date of the newly published KB article

o Reset button — click this to reset any changes made to the selected template and revert back to the original

template content.

Page30

b .
Back to TOC %ssmtﬂiﬂeam




. T T—
Not just emails, do maore with vour Outlook

D™ Helpdesk for Outlook

4.7 Notification Options

Automatic Email Notifications - Automatic email notifications are essential for keeping callers and agents informed with the
progress and status of the case. AssistMyTeam Helpdesk offers a whole lot of notification options for different events such as
when a case is created, changed or resolved, or when an agent is assigned to the case, or when the due date has lapsed etc.
The template for such a notification email is available for customization as discussed earlier. Automatic emails are sent out
directly when a relevant event occurs and the whole exercise is transparent to the agents.

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

% Administration Panel : Notification Options

[ &l

Save Excit
General Alerts  Attachments  Other Options

lert caller when a case is created from their e-mail/call
lert caller when Agents get assigned or get changed
lert caller when a case is closed

lert Agents when a closed case is re-opened again
lert Agents when the due date has lapsed

lert Agents when the respond date has lapsed

lert Agents when a case is assigned

K OEREAE OO

lert Agents when callerreplies to the case

lert all support staffs when a new KB is published

Email Alerts

Here you can enable or disable automated email notifications. To enable a particular email notification, check the
corresponding box.

NOTE: To customize the template of each of the notification as per your requirement, use the Templates Manager.

© |C

Automated Email Notification Samples
Here are few samples of automated email notification as send to recipient from AssistMyTeam Helpdesk.

Email notification to caller when a support case is logged from an email/call

As soon as a support case is logged with AssistMyTeam Helpdesk, a notification email is sent out automatically to the caller
(using a customizable template) informing about the detail of the generated case including the case number.

Support Case Allotment Confirmation - 1973

Dear Jones,

This is to confirm that 2 support case has been created with the number 1973 based on your email dated
12/19/2008 10:47:57 AM. One of our technician will soon get in touch with you.

Support Team
Your email:
My MacBook won't longer write compact disc (CD). I am also hearing an irratating sound

tik tick... every now and then when I play old CDs. Please help me rectify this problem as
Iam no longer able to work on my project. Thank your for your response.

Jones

Page3 1
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Email notification to caller when technicians are assigned to their cases

Consider a new case which the manager assigns it to an agent. As soon as the case is saved, the helpdesk add-in
automatically sends out the notification email to caller (using a customizable template) informing about the assignment of
a new agent. If existing agents are changed, the same notification would be triggered and the caller is notified again.

New Technician assigned to your case #1973

Dear Jones,

This is to inform you that Albert Souza, John Miller,John Nash have been assigned to your support request
case #1973. They can be reached at 6543454649,654543443,654545344 .

Support Team

Your email:

My MacBook won't longer write compact disc (CD). I am also hearing an irratating sound tik tick...
every now and then when I play old CDs. Please help me rectify this problem as I am no longer able
to work on my project. Thank your for your response.

Jones

Email notification to caller when a case is closed
When an agent marked a support case as fixed, it is closed. At the same time, a notification email is sent out automatically
to the caller (using a customizable template) informing about the closure of the case.

Support Case Closed Confirmation - 1973

Dear Jones,

This is te inform you that the support case number 1987 allotted to you on 9/18/2008 11:30:00 AM has been
closed, Thank you for using contacting us.

Support Team

¥ou wrote :

My MacBook won't longer wrrite compact disc (CD). I.am also hearing an irratating sound bk tick...
every now and then when I play old COs. Flease help me rectify this problem as Iam no longer able
to work on my project. Thank your for your response.

Jones

Email notification to assigned agents when a case is reopened
This scenario would happen when the caller replies back to a support case that had been already marked as resolved.
AssistMyTeam Helpdesk would then automatically reopen the case and sent notification email to the assigned agents.

Page3 2
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Case Re-opening notification for case - 1973

Dear Albert Souza,John Miller,John Nash,

This is to inform you that support case #1973 (which was assigned to you) has been re-opened again! Please
attend to this case (Jones, Jones@angelheart.com) at the earliest possible.

Support Team

Jones (Jones@angelheart.com) wrote :

My MacBook won't longer write compact disc (CD). I am also hearing an irratating sound tik tick...
every now and then when I play old CDs. Please help me rectify this problem as I am no longer able
to work on my project. Thank your for your response.

Jones

Email notification to assigned agents when the due date is about to lapse

Due Date lapsed notification for case - 1973

Dear Albert Souza,John Miller,John Nash

This is to inform you that the due date (12/19/2008 6:30:00 FM) of case #1973 (which was assigned to
you) is about to lapse! Flease atfend to this case at the eariiest.

Support Team
Jones (Jones@angelheart.com) wrote :

My MacBook won 't langer write compact disc (CD). Iam also hearing an irratating sound tik tick...
every now and then when I play old CDs. Flease help me rectify this problem as I am no longer
able to work on my profect. Thank your for your response.

Jones

This is a notification send to the assigned agents when the agents failed to resolve the case within the stipulated due date.

Email notification to agents when a case is assigned

An automatic notification email would be sent out to the assigned agents when cases are assigned.

Support Case Assignment - 1973

Dear Albert Souza John Miler, John Nash,

Thiz iz to inform you that the suppoert case number 1973 has been assigned to you on 12/18/2008 2:18:12
PM. You are requested to start working on this case at the earliest.

Support Team

Jones (Jones@angelheart.com) wrote :

My MacBook won't longer write compact disc (CD). Iam also hearing an irratating sound tik
tick... every now and then when I play old CDs. Flease help me rectify this problem as I am no
longer able to work on my projedt. Thank your for your respense.

Jones

v .
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Adding Attachments to automated nofification emails

General Alerts  Attachments  Other Options

Attachments for Case Allotment Notification o JALd'd files

Selected attachments to be added to the allotment notification send to the caller .
VWBYTESTATIONBuilds\ELLA. pdf

@

v,

Maote: The attachment file should be lacated in a network sharad folder (eq. W\Serveri\File) so that others
agents can access them from their systems REIl]'DVE ﬁlES

Attachments for Case Closure Notification 9

Selected attachments to be added to the case closure notification send to the caller

VBYTESTATION \Builds\support-agreement. doc

Mote: The attachment file should be located in a network shared folder (eqg. WServer\File) so that
other agents can access them from their systems

o Attachments to include in case allotment notification - Often most helpdesk policy requires that certain
documents such as EULA, disclaimer or Service agreements etc., are also send along with the automated email to
the caller when a ticket is allotted.

NOTE: Such document files should be placed on a network shared folder e.g., \\Server\File so that, AssistMyTeam
Helpdesk add-ins of all technicians are able to access the files from their systems on the network.

e Attachments to include in case completion notification - And likewise, you can configure AssistMyTeam Helpdesk
add-in to include certain documents when sending out the automated email about case closure to the caller.

NOTE: Such document files should be placed on a network shared folder e.g., \\Server\File so that, AssistMyTeam
Helpdesk add-ins of all technicians are able to access the files from their systems on the network.
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Save

% Administration Panel : Notification Options

5

Exit

Gereral Alerts  Attachments  Other Options

Alert on 'Due Time' lapse should be sent to Agents o
() On Lapsed

(@) When it is about to lapse in

|2

~ | hours

Alert on 'Response Time' lapse should be sent to Agents e
() On Lapsed

(® When it is about to lapse in

2

~ | hours

L)

[ ] Include attachments from the case to automated notification email e
Allow Agentto edit the newly generated case (from email) before sending the automated alerts o

[] Don't use default template in replies made from Case form e

Alert on ‘Due Time’ lapse should be sent to Agents
When the due date of a case approaches or is about to be lapsed, you can specify how and when AssistMyTeam
Helpdesk add-in should notify the assigned agents (of the case).

For instance, if you want the add-in to notify the agents only after the due date has lapsed, then choose the first
option ‘On Lapsed’.

On the other hand, if you want the agents to be warned well before the due date is about to be lapsed, then
choose the second option ‘When it is about to lapse in’ and specify number of hours before such notifications are
to be sent to the agents.

Alert on ‘Response Time' lapse should be sent to Agents
When the respond by date of a case approaches or is about to be lapsed, you can specify how and when
AssistMyTeam Helpdesk add-in should notify the assigned agents (of the case).

For instance, if you want the add-in to notify the agents only after the respond by date has lapsed, then choose
the first option ‘On Lapsed’.

On the other hand, if you want the technicians to be warned well before the respond by date is about to be
lapsed, then choose the second option ‘When it is about to lapse in’ and specify number of hours before such
notifications are to be sent to the agents.

Include attachments from the case to automated notification email
If enabled, the add-in will include copies of the attachments, if present in the case item, into the automated
notification emails.

Allow Agents to edit the newly generated case (from email) before sending the automated alerts)
By default, when generating a case from an e-mail (through the 'Convert to Case' button), the add-in assigns a new
ID and accordingly, the allotment and agent notification e-mails are sent instantly.

However, if your helpdesk workflow requires that the technicians add more information to the new case, like an
attachment or caller address etc., before the add-in can send out the automated notifications, you can enable this
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option. When enabled, the helpdesk add-in would display the newly generated case instantly allowing the agent to
alter/add information such as custom fields, attachments or assigning it to another agent, for example.

A

1

Only when the technician clicks 'Save' button, the add-in will assign a new ID and send out the notification to the
caller/assigned technicians.

e Don't use default template in replies made from case form
If enabled, when agent clicks the 'reply to last email' button in the case form and no recent replies from the caller
exists, the add-in will use a blank template instead of the ‘Email to Caller’ template.
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4.8 Advanced Options

With the advanced options, managers can control and streamline how agents interact and complete cases in Outlook.

Save

General

Page3 7
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% Administration Panel : Advanced Options

&l

Exit

Outgoing Accounts KB Artides  Agents  Others

[ ] Only process incaming emails from existing caller lists o 9

[ ] Only process incoming emails from domain names listed under companies List

Allow multiple conversionof Outlook items to supportcases insingle-click e

Allow multiplecases operation (Delete/Print/Resolve/KE)in single-click o
[] Do nat send notification to callerif no Agentis assigned to the casee

Automatically add first time callerto callers list 6

[] Automatically add new problem to problems list
Allow color coding of Case items based on the status of the case e

Default language of the user interface (UI)

- 9

NOTE: New chosen language will be aifected after Outlook restart

Only process incoming emails from existing caller lists

Check this option to only process support requests coming from callers that already existed in the AssistMyTeam
Helpdesk callers list. Any emails from outside the caller list are simply ignored by the add-in. For monitored folders and
mailboxes, emails that are not from the callers list are moved to a subfolder 'Unprocessed Emails'. Please note that, to use
this feature, technicians would need to have a higher permission (such as Publishing editor or owner) over the monitored
mailbox or folder. By default, this option is disabled.

You can compile a list of your callers in AssistMyTeam Helpdesk Manager > Callers List.

= |
v I-'E' m FFI Reset Calumns Size

Import | Apply Save | Exit

Email {}I Display Name ¢ | Phone ¢}| Mobile ¢ Department ¢ Company < Address
|ﬁ+darns@polioe’r~,rpe|ﬁ+dams Kaiser 43460012 7122323343 | Customers |- | StarLine Trar .. | House 45, Milly

Anderson(i:‘ﬂ,roujn.c-( Anderson Kay B436003 7122323123 Marketing w | TouTube w | House 45, Milky
Aueri@mangostar.ct Auer Rever 4343651 7122234355 Marketing + | YouTube w 118 0, Jimmy R
Bennstti@mangosta Bennett Bes 4233444 122321124 Students w | Angel Heart b | 118 D, Jimmy R

(L [P | =

Only process incoming emails from domain names listed under companies list

By default, helpdesk add-in can raise support cases from any emails. However, if your support policy is only confined to
customers from known or trusted companies or domains, you could configure AssistMyTeam Helpdesk to only process
helpdesk related activities and workflow from emails sent from admin specified domain names. And emails from outside
the trusted domains would be skipped. To implement this selective processing policy, the manager needs to define such
list of trusted domains under AssistMyTeam Helpdesk Manager > Callers List > Company tab.

Company  {}| Hourly Rate Code & Technician Domain &
1 |Angel Heart Hospitz 57.00 AHH Aaron Beit « | angelheart.com
3 | AssistMyTeam S0.00 f assistmyteam. net
3 |DSFF Gyms £3.00 DsSF Robinson Lee | ¥ | dsffnet
4 | KiloStar Engine 52.00 KSE Thomas Taylor f kilostar.com
5 |Michellin Fashion £3.00 MF Curtis Bruce | » | michellin.fr
& |StarLine Transport £5.00 STAR MustinJane |+ |starline.com
7 |YouTube £3.00 YT George Bernard| | | youtube.com
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So, when you or other technicians try to generate a new case from an email send from an unlisted domain, AssistMyTeam
Helpdesk would not process and instead a popup message would be shown that the email sender domain is not trusted.

Allow multiple conversion of Outlook items to support cases in a single click

To increase productivity, this option enables a technician to convert multiple selected Outlook items such as emails,
appointments or tasks to support request cases in a single-click. Use the 'Convert to case' button to achieve this. By
default, AssistMyTeam Helpdesk processes a single email to support case, no matter how many emails were selected.

Allow multiple cases operation (Delete/Print/Resolved/Create KB) in a single click

This option enables a technician to batch-process any support case specific operations such as marking as resolved,
deleting, printing, re-opening etc. on multiple support cases. By default, AssistMyTeam Helpdesk processes a single
support case when such operation is initiated.

Do not send notification to caller if no agent is assigned to the case
Enable this option so that the add-in skips sending automated notifications to caller if the allotted case has not been
assigned an agent.

Automatically add first time caller to callers list
If enabled, when a new first-time caller seeks support request (when they send an email to support), the helpdesk add-in
will automatically add it to the list of callers in helpdesk database, for future use.

Automatically add new problem to Problems list

If enabled, when a new problem category or type (that does not exist in Problems list yet) is entered by the technician in
the case form in Outlook, the helpdesk add-in will automatically add it to the list of problems in helpdesk database, for
future use.

Allow color coding of case items based on the status of the case

If enabled, when you set the status of the case or when the add-in does that automatically using the default status values
set for various events, you will see that the categories column of the case item has color-coded status (which you can
define for each status under the column 'Color Code' in AssistMyTeam Helpdesk Manager > Problems List > Statuses List).

Categories Iistl Statuses list | Problem Field

Status 3 Color Code &
3 | Deferred Orange
3 |Delayed Peach
4 |Frozen Yellow
5 |Imvalid Green
§ | Processing Teal

Default language of the user interface (Ul)
AssistMyTeam Helpdesk add-in supports the following languages: English, Espafiol, Norwegian, Danish, Dutch, Deutsch,
French, Finnish, Swedish, Portuguese.

Choose a language from the drop-down to use with AssistMyTeam Helpdesk add-in in its User Interface (Ul).

NOTE: This setting will only take into effect once your restart Outlook.
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Save

General

% Administration Panel : Advanced Options

=1

Exit

Qutgoing Accounts KB

Specify the type of account to be used for outgoing emails in Team Helpdesk

l:::l None

NOTE: Outgoing emarls will be santf out from the dafzw account 35 configured i the fachmician s Outfook

Choose
account from

(®) Use this Particular Account {Common Account) 9 Address book

Specify an exchange account to be used for all outgoing emails

To use this feafure &l support fachnicians showld hzve Sand on behalf pammission grantes over (s §ocounst

|Assist|'~"|yTeam Suppart | X E

() Original Email Recipient Account e

Use the recipient account for sending out automated notification emails
{Nofe: Youw and others =6l need Send an behalf permizsion on each reciprent account)

In AssistMyTeam Helpdesk Manager > Advanced Options > Outgoing Accounts tab, you can specify which mailbox account

L)

would AssistMyTeam Helpdesk add-ins use to send out the automated notification alerts and replies to callers and
technicians.

When you select the first option 'None', AssistMyTeam Helpdesk will use the default/primary mail account that is
configured on the Outlook profile to send out the alerts and replies. You should use this option if you want each
technician to send out the auto-alerts and replies from their associated default account.

However, if you want a centralized or single account to use for all outgoing emails and alerts, choose the second
option 'Use this particular account'. This is ideal if you have a common account (e.g., support@yourdomain.com)
and you want the replies and auto-alerts received by the caller to appear to come from this common account (in
the from field of the email) no matter which technician is replying/sending those alerts/emails from their Outlook.

Note: To work with this feature, the helpdesk manager has to explicitly grant 'Send on behalf' of rights to the
technicians. You do that from the windows server: Active Directory Users and Computers > Common account >
Properties > Exchange General > Delivery Options.

Delivery Options .ZJZJ
—Send on behalf

Grant this permission to:

A&, Francas Freedi Add...
‘ John Mash
A Monica Lewis

‘| 2]

RBemove

When both 'Send As' and 'Send Behalf of' are enabled, the add-in will try to use the 'Send As' permission as first
preference. If that fails, it will fall back to using 'Send behalf of'.

The last option is to configure AssistMyTeam Helpdesk to send out notification emails and responses, using the
'Original Email recipient mailbox account'. For example, assume you have two mailboxes, Support and Sales. And
you receive support request email, say email A, to Support mailbox, and email B, to Sales mailbox. When
AssistMyTeam Helpdesk processes and generates a case from each of these emails (either manually or
automatically), AssistMyTeam Helpdesk will use the recipient account, for sending out the notification emails.
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So, when sending notification email to Caller A, AssistMyTeam Helpdesk will send it from Support account. i.e., the

from: field of the email will have Support address, as the sender. Likewise, when sending notification email to
Caller B, it will be sent from Sales account. i.e., the from: field of the email will have Sales address.

4

NOTE: You and other technicians, still need to have 'Send behalf' permission over the Support and Sales
mailboxes. Otherwise, you will receive an error response from your Exchange Server, regarding inadequate
permission to send email from that particular account.
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KB Settings

General Outgoing Accounts KB Artides  Agents  Others
[+] Do nat show private KBs in 'Reply with KB' dialog box o
Do not publish private KBs to Web 9

Sometimes, you might have requirements to create KB articles that deals with non-support issues. You can mark such articles
as ‘Personal’ to differentiate it from other KB articles. In AssistMyTeam Helpdesk Manager > Advanced Options > KB tab, you
can specify additional options to deal with private KB articles.

Do not show private KBs in ‘Reply with KB’ dialog box
o Enable this option to hide private KB articles from appearing in the ‘Reply with KB’ dialog box (to prevent
technicians from accidentally using private KB articles to reply to emails).

NOTE: ‘Reply with KB’ option button is located under Outlook > Helpdesk toolbar in your Inboxes.

H How to use Remaote Disc to share DVDs or CII
File Discussion Developer
KB #1025 From ®Bahrur Rahman
Posted To KE
Created on |Ef16!2ﬂ1?5:26:45ﬂ.l'u'| | Conversation How to use Remote Disc to share DVDs or CDs on a Mac
Medified |3;’16£21]1?H:26:45AM | Subject |Hnwt::| use Remote Disc to share DVDs or COs on a Mac
Category |.P~ccessuries w |
Type |T|me Capsule v | How do I install an application using a remote disc?
|
_ Resolution:
=4 Edit Solution ) .
To install Remote Disc on a Mac or Windows-based compi
Forward
= &] Save & Exit Products Affected
EI - Mac O5 X 10.4, MacBoaok Air, Mac 05 X 10.5, Microsoft Window

Do not publish private KBs to Web
e Enable this option to exclude private KB articles from being exported and published.
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Agents Settings

General Outgoing Accounts KB Artides  Agents  Others

] Automatically add due date appointmentinto the Agent's mailbox calendar o
s optron will only work if the assigner hias permission over the Agent's maibox

] Automatically add casetask entry into the Agent's mailbox task folder
Thiz aption will anly wonk if the assigner Aas pammission over the Agents maibox

Automatically add new Agentto the Agents List e

Automatic Assignment
Automatically assignthe Agent, if available, to new empty case o
Automatically assign the current Agent to the new case generated from an email manually 6
[] Automatically assign the current Agent to the new case generated from an email automatically 6

Enables AssistMyTeam Helpdesk to add/update an appointment into the assigned agent's mailbox calendar when

o the managers assign/change the due date on a support case. Any change in the due date of that case at a later
stage will be automatically updated to the existing appointment in the mailbox. This appointment is removed
when the corresponding case is closed.

These helpdesk due date appointments appear in

summarized form on the main 'Outlook Today' page
when the agent starts Outlook. This way, the agent gets Calendar
to know which new cases are being assigned to him/her

Today
. b 2:00 PM P Due Date for case #1931 : [1981] Apple Portables: How to disconnes
In the default calendar, the due date appointments power adapter
appear as any other appointment. The case number 6:30 B - £:30 P Due Date for case #1973 : [1973] Troubleshooting the MacBook Alr 5

and the subject of the assigned case in the appointment subject differentiate it from other personal appointments.

Calendar December 13 - December 14 &

Due Date for case #1957 : [1957] How to install app

2m 3% Due Date for case #1381 : [1981] Apple Portables|

L% Due Date for case 1973 : [1973] Trm.ﬁemmd =

When the due date appointments are about to be overdue, Outlook automatically displays reminders popup to
the agent. This way, the agent is alerted about the pending cases which need his/her attention.

Page4 2
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"7 Due Date for case #1957 : [1957] How to install applications using th...
Start time: Saturcay, December 13, 2008 10:30 AM

._:.Sdﬁjecl Due in
_|Due Date for case 23

Reminder of the due
date on the assigned
support case

Openltem | [ Dsmss |
Click Snooze to be reminded again in:
s v o]

The details of a due date appointment added from AssistMyTeam Helpdesk to the agent’s mailbox calendar:

e the case number and case subject are available in the appointment' subject
e the due date of the case is the same as that of the start time and end time of the appointment
e The appointment description also informs the technician about the caller, and a summary of the problem

Appontment | _Scheduing
Subject: Due Date for case 21973 : [1973] Troubleshooting the MacBook Air SuperDrive

Starttme;  Sun12/142008 (vl |6:30PM ]
Eng tme: Sun 12/14/2008 N\ ¥

[V]Reminder: | 15 minutes

' SupportCalls Case #1973

Caller: Jones - m—
o e
Caller: 7122323343 summary

Problem Cateory - Noteboo'
Problem Type : MacBook F
Status : Frozen

Case Description:
If you are experiencing issues with using your MacBook Air SuperDrive, such as the disk not being accepted, ‘
| try the following steps to resolve the issue: Il

Enables AssistMyTeam Helpdesk to add/update a task into the responsible agent's mailbox task folder when the
managers assign/change the due date on a support case. Any change in the due date of that case at a later stage
will be automatically updated to the existing task in the mailbox. This task is removed when the corresponding
case is closed.

Automatically add new Agent to the Agents List
Enable this option to auto add first time new agent to the Agents List of the helpdesk database.

Enable this option if you want AssistMyTeam Helpdesk to automatically assign the default technician (specified for
a particular caller in the callers list) to a support case. By default, this option is enabled.

Enable this option if you want AssistMyTeam Helpdesk add-in to automatically assign the current agent to the new
case generated from an email manually.

Enable this option if you want AssistMyTeam Helpdesk add-in to automatically assign the current agent to the new
case generated from an email automatically.

© @ &6 ©
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Others Settings

General Qutgoing Accounts KB Artides  Agents  Others

Helpdesk Service Hours

From |Monday w To | saturday w o

[

-

S:00:00 AM S 5:00:00 PM =

Statistic Options
Check which hourly rateto use far calculating the cost of supporting the casein statistics 9
{Ciost = TimeSoeant x Fafs)

(@) Agent hourly rate (") Problem hourly rate () Company
Show Duration in Report as e
(@ days () hours (") minutes

i$>

Helpdesk Service Hours - Enables managers to specify the service days and hours their helpdesk operates. With this
mechanism, any automatic assignment of response by date or due date to support cases would be dynamically adjusted
to fall within the service days and hours. By default, service day start from Monday and ends at Saturday. You can choose
the service starting and ending days as per your helpdesk requirement.

Once a service days and hours are specified, respond by date or due date assighment will take note of the helpdesk
unavailability accordingly. That is, when ‘due date’ or ‘respond by date’ are enforced on a case automatically, the add-in
will make sure, the ‘response by date’ or ‘due date’ is always set within the service hours band. So, no longer you or
other agents would be sent respond by date or due date lapse automated alerts in off hours of the helpdesk.

Check which hourly rate to use for calculating the cost of supporting the case in statistics
Specify which hourly rate to use in statistics in calculating cost - Agent rate, problem rate, or company rate. This is useful
if the organization use hourly rate to pay agents.

NOTE: To add or modify the hourly rate, refer below

For Agent rate: AssistMyTeam Helpdesk Manager > Technicians List > Hourly rate
For Problem rate: AssistMyTeam Helpdesk Manager > Problems List > Categories
For Company rate: AssistMyTeam Helpdesk Manager > Callers List > Companies

Show Duration in reports as
When you run reports or statistics, you have a choice to display duration fields (such as Open Duration, Resolution
Duration, Response Duration, Elapsed Duration) in either Days, Hours or Minutes.
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4.9 Case Options

Default Values  New Case Case ID and Prefix Code  Consclidated Conversation  Fields  Forms = Other Options

Problem Category of newly generated Case o Services e
Problem Type of newly generated Case 9 Complains e
Status of newly generated Case e Processing e
Status of Resolved/Closedcase o Resolved -
Status of Re-opened case e Reopenad -
Status of Case on reply sent tothe Callero Response Sent e
Status of Case on reply received fromthe Caller o Reply Received w
Status of due-datelapsed Casee Due Lapsed o
Status of newly assigned Casee Assigned w
Status ofrespond-date lapsed Case @ Response Lapsed W

[ ] When a problem typeis setto a case, automatically apply default agent m
When a caller is chosen on a case, automatically apply the default agent @

Problem Category of newly generated case

Choose a particular problem category from the drop-down list that will be used as default value for Problem Category
field on newly raised case. To add new problem category, refer to AssistMyTeam Helpdesk Manager > Problems List >
Categories tab.

Problem Type of newly generated case
Choose a particular problem type from the drop-down list that will be used as default value for Problem Type field on
newly raised case. To add new problem type, refer to AssistMyTeam Helpdesk Manager > Problems List.

Status of newly generated case
Choose a particular status from the drop-down list that will be used as default value for status field on newly raised case.
To add new statuses, refer to AssistMyTeam Helpdesk Manager > Statuses List.

Status of Resolved/Completed case
Choose a particular status from the drop-down list that will be set to a resolved/completed case.

Status of Re-opened case
Choose a particular status from the drop-down list that will be set to the reopened case.

Status of case on reply send to the caller
Choose a particular status from the drop-down list that will be set to the case once a reply is successfully send to the
caller.

Status of case on reply received from the caller
Choose a particular status from the drop-down list that will be set to the case after a reply is received from the caller.

Status of due date lapsed case
Choose a particular status from the drop-down list that will be set to the case on due date lapsed.

Status of newly assigned case
Choose a particular status from the drop-down list that will be set to the case just after assigning to a technician.

Status of respond by date lapsed case
Choose a particular status from the drop-down list that will be set to the case on respond date lapse.
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When a problem type is chosen from the drop-down field in the case form, you can configure if the helpdesk add-in will

h

F
lgm‘o_n

with a reso
8 -

also automatically apply the Agents (that are default and associated with the chosen Problem Type) to the case.

© Case (& Tme(1) @ Notes(l) 23 Related Cases

| case[ly

4 Selil | Wealleshist | ASGAL |
Received 7127/2021 11:55:14 PM = |m aria rodiguez @assistmyteam. | | F) |
Created on TI28/2021 11:55:14 PM Display Name |Maria Rodriguez |
Maodified SM32021 11:55:14 PM Phone |543-1-ﬁ'|]ﬂ41 |
Created By | Adam Smith Mobile (7122312577 |
oz T2e] 2 e Address House 45, Milky bar, Los Angeles,
First Response |7/27/2021 11:55:14 PM RBETE
Case Age 15 days, 21 hours, 56 minutes
Status Delayed - | Company | DSFF Gyms v] | ¥l |
Priority | Low W | Lo =R R Adam Smith |
Category |Nntebuuks ___,.iﬂ'r
Type [MacBook e+=** ][ B | sef | [
(CUSTOM FIELD Respond Date | &/18/2021 | [ 6:55:14 PM 2] [ 78]

Due Date [ 81872021 | [11:55:14 PM 5] | 95 |

You can choose default agents for each problem type under AssistMyTeam Helpdesk Manager > Problems List.

7]  ProblemType O ProblemCategory O DefaultTime O]  Code o O DefaultAgent O
1 [Fhone Mobiles v 2400 PHONE s, | AbelConie |
5 |iPhene 3G Mobiles ™ 2500 IPHONE3G  *)  Asron Beit
9 [MacBook Notebooks v 26.00 MCBOOK *ﬁ
4 |MacBook Fro Notebooks 2600 MCBOOKPRO | AdrienSilva |

Sl | Scallershist || LBGAL |
Email |maria.mdriguez @assistmyteam. | | ._3! |
Display Name |Maria Rodriguez ;; |
Phone | 543460041 F |
Mbile 7122312577 - |
Address House 45, Milky bapios Angeles,

BETE «

Company DSFF Gyms &' v||dE,|
m Adam Smith #

When a caller is chosen from the drop-down field in the case form, you can configure if the helpdesk add-in will also
automatically apply the agents (that are default and associated with the chosen caller) to the case.

You can choose default agents for each caller under AssistMyTeam Helpdesk Manager > Callers List.

== | Administration Panel : Callers Information
B v il | -
Rt A pphe Sl NEwst FH Reset Celumns Size 0*'
*ﬁ
Email (| DisplayName (| Phone ()| Mobile )| Company {  Addfess O DefaultAgent O
1 | david webs@assist David Webs BAE0013 |T122323343  Angel Heart Hes - | 118D, Jimmﬁayf| Aaron Beit |
2 |marde.garcia@assi Mardo Gargia 543460029 7122323111 KiloStar Engine |+ | G4, Hummer Aveny Abel Conie
3 |maria.rodriguez@aMaria Rodriguez | 543460041 | 7122312577 |DSFF Gyms  |w | House 45, Milky bail # Adam Smith |
O 4 davis.mng@assist Davis Wwong 543460062 T122321124  StarLine Transp| o | 1180, Jimmy Ray ! Adrien Silva
< 5 | @buhskim@assistn Abu Hakim 543460073 7122234355  Michellin Fashid . | V4. Yemen Road, F"1| Aung Hun |
Y g | sunil kumar@assis Sunil Kumar 543460022 7122323342 YouTube ' D3, Greater Kailash|  pAzron Beit |
©
[a W
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New Case

Default Values Mew Case  Case ID and Prefix Code  Consclidated Conversation Fields Forms = Other Options
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[ ] By default, check the 'Disable Notifications to caller' option on newly generated cases

] By default, check the 'Disable Notifications to Agents’ option on newly generated cases

Automatically assign Agent associated with the sender’s email domain nameto the new case

If a problem type exists inthe email subject, automatically assign the related default values to the new case o
Problem Type

Agent

Problem Category

Due Date for newly created cases

() Assign current Date/Time

() Assign the current or next available Working Hour

() None

(@) Schedule 2 ||da?s e
() Assign the current or next available Working Hour
() Mone
Respond By Date for newly created cases 0
(:) Assign current Date/Time
(®) Schedule |1 | |days =

By default, check the 'Disable Notifications to caller' option on newly generated cases
Sometimes, on specific cases or caller, you may want helpdesk add-in not to send auto notifications on 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. Enable this option so that by default, notifications are turned off to caller for new cases.

@ Case (= Time (1) l:wf Maotes (1) _l_& Related Cases

Ongoing Case #4

T i BT [ S || @oa | OM9OM
Received TIZT2021 11:55:14 P Email |maria.mdriguez@assistmfteam. ~ | | js| | 5 Reply to Caller
Created on Tr2002021 11:55:14 PM Display Name |Maria Rodriguez | e
Maodified SM32021 11:55:14 PM eply with a

! : Phone (543460041 sl
e ciam Sl Mobile (7122312577 | Disable Aler

i AzsisthyT S rt =
sl e o Address House 45, Milky bar, Los Angeles, 1 Lzoss
First Response | 7/27/2021 11:55:14 PN 5676 [] Agents
Case Age 15 days, 22 hours, 27 minutes ) ution
Status Delayed + | Company | DSFF Gyms V|| B | S

: ark Complete

Priority [ Low vl | ASSIGN (1)) | Adam Smith || #|

By default, check the 'Disable Notifications to Agents’ option on newly generated cases
Likewise, on specific cases, you may want helpdesk add-in not to send auto notifications on 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.
Enable this option so that by default, notifications are turned off to assigned agents for new cases.

@ Case I Time (1) l:wf Motes (1) _l_& Related Cases

Ongoing Case #4

T i BT [ SGieis | @oa| OM90ing
Received 72712021 11:55:14 PN Email |maria rodriguez @assistmyteam. ~ || B | " ERenlyto Caller
Created on TIZ5/2021 11:55:14 PM Display Name ||'U1aria Rodriguez | R
Modified SM32021 11:55:14 PM E4346004 with a
C IBd Adam Smith Phone | 1 |
M:‘:;Bda‘-" A;Ztmmmm — Mobile (7122312577 I I

! By 3 e Address House 45, Millky bar, Los Angeles, [ =rs
First Response | 7272021 11:55:14 PM RETE 7] Lgents
Case Age 15 days, 22 hours, 27 minutes lution
Sts i v |DSFF o - | | ﬂEﬁ | | g Mark Complete
S 7 ISR [Adam S ez
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e Automatically assign agent associated with the sender's ema|I domain name to the new case
If enabled, helpdesk add-in will automatically assign default agent to a case based on the sender's domain address e.g.,
sender@somecompany.com

Company T -
e |}
Company {}| Hourly Fate | Code Domain %\e{ault Agent

1 | StarLine Transport g5.00 STAR assistmyteam.com Austin Jane

73 [YouTube £3.00 YT assistmyteam.com | George Bernard
3 | Angel Heart Hospital £7.00 AHH assistmyteam.com Asron Beit

4 | Michellin Fashion £3.00 MF assistmyteam.com Curtiz Bruce

5 | KiloStar Engine £2.00 K5E assistmyteam.com | Thomas Taylor
g |DSFF Gyms £9.00 DsSF assistmyteam.com Robinsan Lee

NOTE: You can add company details under AssistMyTeam Helpdesk Manager > Callers List > Company tab. And add
somecompany.com in the domain column and also specify default agent for that company.

o If a problem type exists in the email subject, automatically assign it and related default values to the new case
If enabled, the helpdesk add-in will automatically search for the existence of any problem type keyword in the subject of
emails. If exists, it would auto-assign the default values of the agent, or problem category fields (based on the admin
enabled fields) to the case that are associated with the particular problem type.

For example, if the subject of the support request email contains the word ‘iPhone’, the add-in can automatically assign
the associated default values of ‘iPhone’ Problem Type such as Problem Category ‘Mobiles’ and Agent ‘Abel Conie’ to the
newly logged case.

= Administration Panel : Problems

- L
A;;lj,f 5@& I-;.x;Jt F’ﬂ Reset Columns Size "-‘
-
Problem Cat Default Time Code ', Default Agent

- Mabiles > 2400 IPHONE Bbel Conie
5 Mobiles > 700 TPHONETG Taron Bait
3 MacBook Notebooks - 26.00 MCBOOK Adam Smith
4 MacBook Pro Notebooks > 26.00 MCBOOKPRO Adrien Silva

And assuming a customer sends an email to helpdesk with problem type ‘iPhone’ keyword in the subject.

iPhone not charging! - Mes:
Developer Help 7 Tell me what you want to do

XE Gl & && 8 a2

Mew Convert Add to existing Make  Reply Reply with &
Aise a new ase to case case KB withakKB aFAQ @l Forward  L=[H] -

from this ’ Team Helpdesk Respond
email )
..-'23:!';3-1? 7:59 PM

fra n;‘és freedi@assistmyteam.net

|Phcn%mt charging!

To AssistMyTeam Support .h.'h
L ]

: T~ Problem t

Hi Support, -~ ro en:_l Ype l

My iPhone won't charge. | suspect it's defective. ™ keyword |Iph0"E
present in the

Please help. subject Clﬁf the

email

Francas

When a case is raised from this email (manually or automatically), the helpdesk add-in will sense the presence of a
problem type keyword (e.g., iPhone). And it’s intelligent enough to auto assign the default agent associated with this
problem type. This will in turn trigger a notification alert to the assigned technician as well as to the supervisors (if the
specific alerts are enabled in AssistMyTeam Helpdesk Manager > Notification Options > General Alerts tab).
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H % s [4] iPod won't turn on! - Discussion

File Discussion Insert Options Format Text Review
@ Case \E} Time (1) QJ Notes (1) L& Related Cases ﬂThis message was sent with Low importz
[ case[ogn BNETED | Weallesiist || EBGAL | Ongoing Case #4 st AsEgnean| c
Received TI27/2021 11:55:14 PM Email |F|Encas freedi@assistmyteam o1~ | | I Reply to Caller | From Assist MyTea ms
Created on TIZ92021 11:55:14 PM

Display Name |F'E”355 Freedi | | | Posted To Cases

Modified 8/13/2021 11:55:14 PM Phone F4T4E0041 ¥ Reply with 2 KB Conversation iPod waon't turn on!
Created By ~|Adam Smith Mabile 7122312577 Disable Alerts for Subject 141 iPad won't turn on!
i AssisthyT: S rt
Modified By Ve e Address House 45, Milky bar, Los Angeles, W=
First Response | 7/27/2021 11:55:14 Pl 5676 Agents
Case Age 15 days, 22 hours, 27 minutes | @ Edit Solution |
Status Assigned | Company |DSFF o - | | Mark Compl |
E‘t -
Priority Low - m Abel Conie V g Marl mplete Hi Support,
V/ g — My iPhone won't charge.
Category Mabiles v \—‘ hoti | suspect it's defective.
Type iPhane % ][ B [ S | (HSavewDs | e el
" Please help.
CUSTOM FIELD Respond Date | 8/18/2021 | [ 6:55:14 PM (&) | Mg | [ Remove from DB | Francas .
Due Date (81872021 v | [1155:14 P ) [ 3] | BrswersOmt |
RESPONSE DURATION:
There are no custom fields defined First response to caller was initiated in 2 days, 1 hours | i3 Make KB |
OPEN DURATION: | B Export || () Print |
Still active, 15 days, 22 hours, 27 minutes since it was
raised | #] Discard & Exit |

RAISE DURATION:
Raised in Z days after the first request was recesived g SITEL |E| E

BREACH DURATION:

4 days. 1 hours, 32 minutes |eft to resolve this case Build: 11.0.288.0

Due Date for newly created cases
Specify how the due date of newly created support cases should be assigned.

a) Assign current Date/Time — Choose this option to set the current date/time (e.g., same as when the case was created).

b) Schedule — Choose this option to schedule ahead it. You need to input the number of hours or days that will be
scheduled ahead for the due date of the new case.

c) Assign the current or next available Working Hour — Choose this option to dynamically seek the next available working
hour (as per helpdesk availability e.g., starting and closing hours).

d) None — Choose this option to have empty due date on the new case.

e Respond by date for newly created cases
Specify how the respond by date of newly created support cases should be assigned.

a) Assign current Date/Time — Choose this option to set the current date/time (e.g., same as when the case was created)

b) Schedule — Choose this option to schedule ahead it. You need to input the number of hours or days that will be
scheduled ahead for the due date of the new case.

c) Assign the current or next available Working Hour — Choose this option to dynamically seek the next available working
hour (as per helpdesk availability e.g., starting and closing hours).

d) None — Choose this option to have empty due date on the new case.
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Case ID and Prefix Code

Append Prefix Codein email subject o
(®) Use Agent Code

(") UseProblem Category Code

() UseProblem Type Code

() Company
() Usethisglobal Code

Placement of Case ID/Prefix code in subject e
(®) Beginning

) End

Append Prefix Code in Email Subject
Enable this option so that the helpdesk add-in will add a prefix code before the case ID (under subject field) of the case or
to the outgoing emails. You can choose which prefix code to use from one of the following fields:

e Agent Code — You can define prefix code for each agent under AssistMyTeam Helpdesk Manager > Agents List.

== Administration Panel : Agents Information PR_EPIX CODE
B v 2l : A
it A pphe St NErst FH Reset Celumns Size .
"
MName & Email & Hourly Rate | Phone & Mobile i Code &
1 |Aaron Beit aarcn.beit@somex 54 00 3053300 GE434b04R44 | AARON
2 I.w’-'-.bel Conie Iabel.mnie@snme}( S6.00 3058301 6h434h4645 J ABEL
3 |Adam Smith adam.smith@some £2.00 3053303 6543454647 | ADAM
4 |Adrien Silva adrien.silva@some £3.00 3058304 6h43454643 | ADRIEN
5 | &ung Hun aung.hun@someXY £h.00 3058326 Gh4454684  LAUNG

e Problem Category Code — You can define prefix code for each category under AssistMyTeam Helpdesk Manager
> Problems List > Categories List tab.

PREFIX CODE
Categories list  Statuses list "'
Category ()| Hourly Rate ¢ A Code ]

|I'u'lnbiles £20.004MOEIL
Motebocks £12.
Desktops Computer E3.00)DESKCOMP
Servers £20.004 SERY

e | R —

e Problem Type Code — You can define prefix code for each problem type under AssistMyTeam Helpdesk Manager
> Problems List.

A;;I].r Se g'i | Reset Celumns Size PREPI}%C ODE

Problem Type ¢} Problem Category ¢} Default Time & Code $| Default Agent

i [iPhone Mobiles g 24 Q0YPHOME | Lbel Conie |

2 |iPhone 3G Maobiles g 25 00)PHONEZG | Azron Beit |

1 | MacBook Motebooks g 2600 MCEOOK | Adam Smith |

(@) 4 |MacBock Pro MNotebooks g 2600 MCEOOKPRO | Adrien Silva |

L & MacBook Air  Notebooks ™ 2600|MCBOOKAR || AungHun |

o ]

©
[a

oy, .
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e Company Code — You can define prefix code for each company under AssistMyTeam Helpdesk Manager > Callers

IV with a reso

List > Company tab.
PREFIX CODE

.

Company "':
Company O HourlyRate ¢ Code ¢  Domain ¢ Defaultfgent §
1 |StarLine Transport 2500 5TAR assistmyteam.com | Austin Jane |
2 |YouTube £3.00YT assistmyteam.com | Gegrge Bemnard |
1 |Angel Heart Hospital 57.000 AHH assistmyteam.com | Azron Beit |
4 | Michellin Fashion $3.00 MF assistmyteam.com | Curtis Bruce |
5 |KiloStar Engine 52000 KSE assistmyteam.com | Thomas Taylor |

e Global Code - You can define one global, fixed prefix code that will be used in all cases and email
communications within the helpdesk.

Append Prefix Codein email subject
() Use Agent Code

() UseProblem Category Code

i) UseProblem Type Code

() Company
(®) Usethisglobal Code

|D>:FDP.D

For instance, you can choose ‘Use Agent Code’ so that the helpdesk add-in can insert the prefix code of the assigned
agent in the subject of the case and emails.

CALLER ‘ ":ECdlers list || @GAL | Dngning Case #4 | Case Priority: Low |_

Email |Franca5_freedi@assistn‘ryteam_cu ~ | | ..3! | | ¥ Reply to Caller | From A55|5t Posted On Fri 8/13/2021 11:5¢
| s cted Cases

Display Name |Francas Freedi =
Phane (543460041 | $Re \

r iPod won't turn on!

Agent Prefix . ,
Maobile 7122312577 | able Aler) - dge i e ABEL ;| [ABEL-4] iPod won't turn on!
Address House 45, Milky bar, Los Angeles, . '
- - i S
__gunit® | [&X Edit Solution |

Company DSFF Gyms .=‘_.--' v||=1‘|’=’,|
e assien (O 7y | saMekComoe | | pisupport,
_ — My iPhone won't charge. | suspect it's

B -0 defective.
@[ Eeeen |
Respond Date | 8/18/2021 | [ 6:55:00PM F2] | M8 |  [YRemovefromDe | | Pleasehelp.
Due Date [ 8/18/2021 | [11:55:00 PM ] | 5 |  WrwenDer Francas
RESPONSE DURATION: -
First response to caller was initiated in 2 days, 1 hours | @ Make KB |
OPEN DURATION _ o  HiEpot | SPrint |
Still active, 15 days, 23 hours, 5 minutes since it was
raised . @llDiscard&Exit |
RAISE DURATION:
Raized in 2 days after the first request was received

Alternatively, you can also define a global fixed code that would be prefixed in all the cases. By default, adding prefix
code before the case ID in the subject of the email is disabled.

What are the benefits? By adding a prefix code to the subject of the case or on outgoing emails, when callers reply back,
the received emails would contain the same prefix code. And this in turn may aid in quick recognition of the particular
case, by simply looking at the prefix code.
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For instance, if the agent code is set as the prefix code, you can easily recognize who is responsible for attending to the
reply or the case. Moreover, it is easy to differentiate important emails from the less trivial ones.

#4 Helpdesk Dashboard - Listing as of 8/14/202111:14:07 PM

| ﬁNewCase HEI@:}EAH ltems DjM}rltems Horzortal 0 4 6 0 0

Mot Mot

|Sea'd1 Cases ~ ||T3,rpe keywords and press [Enter] | Lo o) Open fesoives Assigned Answersd

% Time Period |a"lﬁil' v| Case Type |AH1I' v” = Columns... |

o Search Result : 10 cases found! Group by |I'-.Iune v||._|
FE‘REFIF ﬁﬂeplr KE _@ Edit L%Re[}pen ’fﬁ Delete ! Merge Cases EExpnrtﬁs %Print

d > CASE NUMEBER  SUBIECT AGENTS STATUS DUE DATE

E |j}1 [AUMNG-1] iPod freezes and won't shutdown Aung Hun Resolved 8/15/2021 11:55:00 PM

= I—_)fi 2 [ABEL-2] Mac O5 X 10,5 Can receive email, bu... Abel Conie Deferred 8/14/2021 11:55:00 PM

H—‘a Iﬁ 3 [AARCOM-3] How to setup AirPort Base Statio...  Aaron Beit S/17/2027 11:55:00 PM

& Ep [SBEL-4] iPod won't turn an! Abel Conie Processing 8/18/2021 11:55:00 PM

- Iﬂ 5 [ABEL-5] Troubleshooting the MacBook Air 5. Abel Conie Processing 8/15/2021 11:55:00 PM

—

5 Ij}ﬁ [AUMG-&] How to use Remote Disc to share ...  Aung Hun Resolved 8/22/2021 11:55:00 PM

i 7 7] How to install applications using th... Abel Conie Resolved f

Placement of Case ID/Prefix code in subject
Choose if the prefix/code (enclosed in square brackets) is to be placed at the beginning or end of the subject line. By
default, the prefix code/ID is placed the beginning of the subject.
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Consolidated Conversation and Emails Threading

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

With the conversation threading feature, AssistMyTeam Helpdesk captures the complete course of the conversation 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 to a support request are collated together. Redundant and repeated
conversations are filtered out to present only the relevant communications. 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
agent to quickly glimpse through the thread and get a complete overview on the responses in chronological order and resolution
applied to the particular support request, something which is hard to extract from viewing multiple email responses.

Default Values  Mew Case Case ID and Prefix Code  Consolidated Conversation  Figlde  Forms = Other Options

Chronological Ordering of New Conversation e
(@) Mew Conversation on Top () older Conversation on Top

Add Header Entry in the consolidated conversation for automated notification message sent 9
[ ] &dd whole alert content into the conversation

Transfer attachments from mail reply to Case item
Add entries of new attachments in the Conversation

Add notes to Consolidated Conversation
Customize the background color of the conversation headers 0

Original Message - Cick
Reply Send by Agents Click
Reply Received from Caller Click
Automated Messages Click
Forwarded Click
Replied with a KB Click

o Choose if new conversation to the case is to be added on top or below of existing consolidated conversations.

Add header entry in the consolidated conversation for automated notification sent
Enable this option to embed a snippet entry of the automated notification or alert sent to the caller or agents by the
helpdesk add-in.

8/14/2021 11:42:18 PM Reply received from Caller (David Webs)

Ok. Here is the Tag number — HNDS8SN

David Webs

Automated alerts send to
caller or agents are also
Hi David, embedded into the
consolidated conversation

8/14/2021 11:40:27 PM Reply se

| suspect your battery is defective. Co
we can check its configuration on the se

Support Team r
-" .”
§/14/2021 11:35:19 PM ALERT SEND - New Ment Assignment Motification Sent to David Webs
*
»

8/14/2021 11:35:10 PM ALERT SEND - Case Allotment Motification Sent to David Webs
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e Add whole alert content into the conversation

Enabling this would insert the whole content of the automatic alert email (that was triggered and send to the caller or

agents from the helpdesk).

8/14/2021 11:55:08 PM ALERT SEND - New Agent Assignment Motification Sent to David Webs

8/14/2021 11:54:58 PM ALERT SEND - Case Allotment Motification Sent to David Webs

Hi Support,
I bought my Macbook Pro a year ago and now it will charge the battery only upto 50% level. |
want to know if there is any fix to this.

David Webs

Transfer attachments from email reply to case item

When processing incoming replies (that contains attachments) from caller, enable this option so that the helpdesk add-in

will also automatically add these attachments from email to the case item.

¥ B [CHRI5-116] How to use Remote Disc to share DVDs or CDs on a

Developer Help @ Tell me what you want to do

J =<
1 wu:h a resoluaon

5 \e‘.

b |

XC hmd & L&D

3@, Delete Archive  New Convert Addto Addtoexisting Open Resetlink Make Reply Reply with
Case tocase Case#®116 case~ Case #116 to Case KE withakKB aFaAQ

Delete Team Helpdesk

Sat 11/18/2077 1214 AM

[CHRIS-116] How to use Remote Disc to share DVDs or §
To info@assistmyteam.net
OAdded to Support Case #1716 on '"11/20/2017 12:534:01 AM',

W ExcelDocxls
33KB

Summary2017. pdf ":
FOF | 163 KB

Here are additional information and attachments that describes the issue.

Best Regards,
Wourters

!‘-‘_;;\Hﬁiﬁl“}’l eam

&
”
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Last Email Action

—

Delayed

Posted To Ongoing Cases
Conversation [116] How to use Remote Disc to share DWVDs or CDs on a Mac

Subject [CHRIS-116] How to use Remote Disc to share DVDs or CDs on a Mac
TR |
% ExcelDocaxls . GL Summary2017.pdf .
30 KB pir | 161 KB
[] Callers ‘T
D LR L w
o =E=Ir Attachments from
| Tabs | [BLst | | 11/18/2017 12:14:55 AM - Reply received from Wourters T
> Edit Solution aller!
| & | Here are additional information and attachments that describes the issue.
| 3 Mark Complete |
. Best Regards
Save & Exit .
| H H ﬂ | Wnurters|
| 3 Make KB | attachments
| = 1D | |I'Iew Attachments: ExcelDoc.xls, Summary2017.pdf
&
| Other Options | How do | install an application using a remote disc?

Please help!

Optionally, you can enable the option ‘Add entries of new attachments in the conversation’, so that a new snippet entry
on the attachment names (which were added to the case) are included to the conversation.

Add notes to consolidated conversation
Enabling this would add a copy of the private note to the case conversation as well.

@ Case (& Time (0) '-_,".f Motes (1) L& Related Cases

Add new note

Aaron, | think you should contact Apple Customer Support and ask for the batteny part number that is associated with
the tag number provided by the caller. Cheers

8/15/2021 12:08:14 AM - Note Added By AssistMyTeam Support

Aaron, I think vou should contact Apple Customer Support and ask for the battery part number that is
associated with the tag number provided by the caller. Cheers

David Webs

Hi David,

Support Team
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8/14/2021 11:42:18 PM Reply received from Caller (David Webs)

Ok. Here is the Tag number — HNDS85N

8/14/2021 11:40:27 PM Reply sent to Caller (David Webs) by Agent (AssistMyTeam Support)

| suspect your battery is defective. Could you tell us the Tag number of your Machook so that
we can check its configuration on the server.
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@ Customize the background color of the conversation headers

o

Pt

Add Header Entry in the consclidated conversation for automated notifiq Color

[«] dd whole alert content into the conversation )
Basic colors:

Transfer attachments from mail reply to Case item
Add entries of new attachments in the Conversation ’ )

&
Add notes to Consaolidated Conversation F1 N
*
Customize the background color of the conversation headers. .
’ 5

originalMessage [ ik |

EEEE
111 ke

Reply Send by Agents Click

Click Custom colors:

| |
| |
| Click | T
| |
| |

Reply Received from Caller

Automated Messages

1’7 FHENENR
'l HEEENET
1T'T TTHHEEF

Forwarded Click

| Define Custom Colors ==

Replied with a KB Click

[ ok || cance |

You can set your own backcolor of different conversation headers that are embedded into the consolidated conversation
section. This could be helpful to distinguish between multiple types of conversation such as those replied by the caller, or
those responses send by the agent to the callers, or those conversations that were forwarded or added as private notes
by other agents or managers etc.

ﬂThis message was sent with High importance.
Resolved Case

#1 CCasePortyMigh | CeseSwtusResobed

. Fri 8/13/2021 11:5¢
| PReyocale | " AssistMyTeam Support <support@as Pesteaon

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

| §@Renly witha KB

subject [[ALING-11 iPad freezes and won't shutdown

8/14/2021 4:32:03 PM Case Closure Notification Sent to Mardo Gargia

8/14/2021 4:31:12 PM Reply received from Mardo Garcia

This works! Thank you very much.
Mardo

Hi Mardo Gargia,

Thank you. Could you try the below workaround:

|
|
|
|
| 8/14/2021 4:26:37 PM Reply sent to Caller (Mardo Gargia) by Agent (AssistMyTeam Support)
|
|
|
|

Press and hold both the Sleep/Wake and Home button until the screen turns off. Wait for your

device to restart. Still need help? Plug into power, then try again.
prPlig mtopo o

Best Regards,
Support Team

Build: 11.0.288.0

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

Hi Support,
Here are the info you had requested: iPod Touch, 160 GB variant blue color, manufactured
year — 2015

Hope this helps!
Mardo

8142021 4:15:39 PM Reply sent to Caller (Mardo Gargia) by Agent (AssistMyTeam Support)

Hi Mardo Gargia,
Please tell us the model and variant info of your iPod.

Best Regards,
Support Team

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

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

Mandatory fields that are required to be filled for marking a case as resolved o

[] Problem Category Caller Email [ ] Motes
[] Froblem Type Caller Name [ ] Agents
Due Date [ ] Phone [] Company
[] status [] Mobile [ ] Respond By Date
[] Time Spent [ ] Address
Hide Caseform sections tabs 9
[] Time Spent Motes [] Related Cases

Limit userfrom entering their own value in the following drop down fields 6
[] caller Email [ ] Problem Category [] status

[] Company [] Froblem Type

o Mandatory fields that are required to be filled out for marking a case as resolved
Enable this option to set certain helpdesk fields as mandatory to be filled, before the case can be marked resolved or
complete. And select the fields that are to be made mandatory.
NOTE: Mandatory fields will be shown in red labels in the case form.

6 Hide Case form sections/tabs
Helpdesk manager can choose to hide certain portion of the Outlook case form, such as the Time Spent, Notes section
etc. if these sections or tabs won’t be used at all. And this setting would affect all agents. For example, below is how
the case form appears when none of the sections/tabs are hidden.

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

- Ongoing Case #1
1 v Callers list @ GAL 9 9
Received 8/1/2021 11:55:00 PM : mardao garcia@assistmyteam co
—_ — | 2 mt | .3! Eﬂeply to Caller
Created on /42021 11:55:00 PM . -
Display Name |I"-I'Iardu (Zargia gﬂﬂ it 2 KB
Meodified BMSI2021 12:26:58 AN eply with a
4 Phone 543460029 | Py

And below is the case form with ‘Related Cases’ and ‘Time Spent’ tabs are hidden.

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

File Discussion

© Case | @ Notes (1)
B o [ BT [ Scaesiw || @oa | Ongoing Case #1

Received 8142021 11:55:00 PM Email |mardu.garcia@assistm:.fteam.cc v| .3! - il

Created on BI4/2021 11:55:00 PM _ Mardo Gard - Reply to Caller
Display Name | ardo laangia ;

Modified BM8/2021 12:59:27 AM | ﬂ Reply with a KB

Phane | 543460029

e Limit user from entering their own value in the following drop-down fields
Check the particular drop-down fields that you only want technicians to be able to choose from the drop-down and
prevent entering their own. By default, agents can input their own value against the available drop-down list. To
prevent non-existent value from being tagged to the case for these drop-down fields, check the corresponding field.
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Case ™ Emails Time (1) Assets Related Cases (0) Associate

Case v
Received
Created on
Modified
First Response
Case Age
Category
Type
Apply Default

116

BR2E2MT 52700 AN

BI2/2017 5:27:00 AM [Christopher Columbus]

TEZ20201T 12:54:02 AM [AssisthyTeam]

22017 9:26:00 AM

110 days, & hours, 25 minutes

Desktops Computers e

Mac Pro *ﬁf’
[] Technicians []sLa

Not just emails, do more with your Outlook

Limited drop-down
field i.e., technician
can only choose a
value from the list

Editable drop-down field

i.e., technician can enter
their own value instead of
choosing one from the list

NOTE: drop-down fields with limitation in case form are greyed out, where ones without limitation are not (white

back-color)
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Case Form

Default Values Mew Case  Case ID and Prefix Code  Consolidated Conversation  Fields  Forms  Qther Options
Prompt me if to customize the auto alertfor Case Closure

[] Prompt to add Time Spent when closing the case form 9

[] When replying to an email from case form, always use the case subject in the replyo

[] Automatically update Caller Information from the Caze formto the Callers List o

When importing callerinfo from GAL, use the value of the address from: 6
(@) Street field () Office Location field

Show Time Spent as

(®) minutes () hours

o Prompt me if to customize the auto alert for Case Closure
Enable this option to force the helpdesk add-in to prompt the technicians for confirmation on case closure as well as to
choose if to send the auto notification to the caller. If yes, the technician can choose to customize the notification (say, if
further information specific to that ticket or caller are needed to be added before it is finally sent).

G4, H A . Miami, Florida 5884 » Edit Solution
Hmmer Avente. T, rends | o | 11/18/2017 12:14:55 AM - Reply 1
g Mark Complete |
|I'I-‘Iicheﬂin Fashion | H ” ﬂ Save & Exit | Producf: '-I'e?m Helpdelsk for Qutlook
Mark Complete #116 *

Mark Complete 116

Are you sure you want to mark case #116 as completed?

Alert caller when a case is closed
;]‘ Allow me to modify the alert before sending

Prompt to add Time Spent when closing the case form

Enable this option to force the helpdesk add-in to prompt the technician to add their time spent data to the case when
the form window is closed.

(54 Add New Time *
Time Spent

(@) Enter Duration () Enter Start and End Time

R | )

Short Description

|Cnrrtacted caller, replicated the issue on hardware | |
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When replying to an email from case form, always use the case subject in the reply

When enabled, the add-in will use the subject of the case in the email reply made to the caller.

Automatically update caller information from the case form to the Callers List

If enabled, the helpdesk add-in will track the changes in the caller information in the cases and if required, will make the
necessary update back to the AssistMyTeam Helpdesk Manager > Callers List if any of the caller information was changed
or added in the case.

ENETE] | Ccalleslist || LBGAL |
Email |wumers@nangnstar.mm V” mﬁ
Apply Default [ ] Technicians []sLa
First/Last Name [Wouters | Gess |
Display Name |Wu|_rters Gess |
Phone 54312334 | % |
Mobile 7122308766 || % (B
Department |Sec1..|nl}r Personels w |
Address G4, Hummer Avenue, Miami, Florida 3384
Company | Michellin Fashion w |
[] Apply default technician

For example, when a caller seeks support request the first time, the helpdesk may only have the caller email and name in
the callers list database.

However, after iteration of communication or calls, if the caller information was updated to the case to include say,
phone number, mobile number, address, company etc., the helpdesk add-in will automatically track and update the
caller information back to the Callers list database for future use.

Administration Panel : Callers Information
B | v gl .
e | e e || £ Fﬂ Reset Columns Size
Email <}| First Name O| Last Name O| hzplay Name O| Phone O| Motile O| Department Company & Addre
g1 |‘weber nec@mango \Weber Swiss weber Swiss 54112245 T122308766 Marketing « | DSFF Gyms | V4, Yeme
g2 |‘Weber@mangostar. \Weber Mark ‘weber Mark 54346001 7122323343 Marketing ‘o YouTubs 'w House 45
g3 |white@startg.com \White Sean white Sean 54346006 T122308766 Sales ' | Michellin Fashic .. | G4, Humr
g4 |Willems@mangost: Willems ‘wad ‘Willems \wad 53354556 T122321124 Doctors 'w  StarLine TrartspT 118 D, Jir
g5 ‘winkler@mangosta Winkler Pee ‘winkler Pee 54346233 72111111 Procurements | | KiloStar Engine '~ G4, Humr
I 86 megrsémngnsii‘ﬂnuters (Gess Wouters Gess 54312334 T122308766 Security Person{ | Michellin Fashic .. | G4, Humr
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Other Case Options

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

[] Include CC users in the notification email sent to the caller when a case is generated from an email

Automatically view the casethat was re-openedin its inspectar window 9

Don ‘treopen a closed case automaticall

[] Use 'Print’ template when exporting case to file o

[] Mave processed emails to subfolder 'Processed Emails' e

Open support case form automatically when it is created manually from Outlook items e
Open KB form automatically when it is created from Outlook items o

Color Coding for Case - Priority : High _ 0
Color Coding for Case- Priority : Mormal Click
Color Coding for Case - Priority : Low Click

>

Include CC users in the notification email sent to the caller when a case is generated from an email

If enabled, when a support case is first generated from an email, helpdesk add-in will send out the case allotment
notification email to the caller, as well as to the recipients specified in the CC field of the original email. The benefit is to
allow anyone (on the CC line) to respond to the ticket thread without creating a new ticket.

Automatically view the case that was re-opened in its inspector window

Enable this option to force helpdesk add-in to display the case in its window when it is re-opened from the completed
state. This is applicable and handy if you had re-opened the cases from the dashboard panel located in the Outlook
explorer window.

Mail Calendar People Tasks Notes Folders Shortcuts -

#3 Helpdesk Dashboard - Listing as of 8/16/2021 1:34:06 AM

%o NewCase |+ @ BAlltems O _AMyltems  Horzontal ~ 0 12 5 0 1
Search Cases ~ |T'_-;|:s keywords and press [Enter] | Lo it Open Resoived A—s:ﬁe Ansh-:f;red
Q Time Period | Any t Case Type | iny L Ij| Columns..

5 Search Result : 17 cases found! Group by | Mone b :j'jSl'mw

e/ . A %
—pReply t‘ﬂReplyKB _'_5}Edit |z Resolve }LDeIete L Merge Cases EExpnrths EF‘rint

¥

—.

= CASE NUMBER  SUBIECT * AGENTS STATUS DUE DATE

[AUMNG-1] iPod freezes and won't shutdown Aung Hun Reopened 8/15/2021 11:55:00 PM
=2 [ABEL-2] Mac O5 X 10,5 Can receive email, bu..., Abel Conie Response Sent 8/14/2021 11:55:00 PM
= 3 [AARCM-3] How to setup AirPort Base Statio...  Aaron Beit Frozen 8/17/20271 11:55:00 PM
= 4 [ABEL-4] iPod won't turn on! Adam smith... Processing 8/18/2027 11:55:00 PM
=5 [ABEL-5] Troubleshooting the MacBook Air 5. Abel Conie Response Sent 8/15/2021 11:55:00 PM
[AUMG-&] How to use Remote Disc to share ...  Aung Hun Resolved 8/22/2021 11:55:00 PM

ALLERS | & ARTICLES

&

Don't reopen a closed case automatically

There may be situations where the caller just replied to say, thank you for the support. But that may trigger a reopening
of the case with unnecessary overhead. Enable this option to prevent the helpdesk add-in from automatically re-opening
a case from its completed state when a response from the caller is received by the helpdesk after the completion of the
case. This will also prevent the add-in from adding redundant and irrelevant information to the closed case.

NOTE: If enabled, closed cases won’t reopen automatically when a customer sends a reply after the case is closed. This
way it is very easy to miss the reply of the customer because the case stays in closed issues. Technicians would have to
manually re-open the case (if they deem fit) after analyzing the response from the caller i.e., if the caller just replied to
say, ‘Thank you for the support’, you can ignore the escalation.
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o Use ‘Print’ template when exporting case to file
By default, the add-in will export the case to file using the Outlook message layout. If you want to customize the content
and formatting of the case before printing, you can enable this option so that add-in uses the ‘Print’ template available
under Helpdesk Manager > Templates Manager.

iz Administration Panel : Template Manager -
= | &l
Save Exit
Subject
Select Template Mot Applicable Reset
Email caller on case allotment r @ == g = | — [3 Placehaldervariables
Email caller from Outlook form EH*a@9orE=E=E T = % = CASE D
Email Agent from Outlook form . ] ab —
Email caller on case dosure B J U |Font Arial - Size 1(8pt)  ~ A |- Black v| b7 ||:| Transparel ~ TheE BonT
Email Agents on case assignment
Email Agents on case recpening CASE_SUBJECT
Email Agents on due-date |apse Problem Catego CASE_CATEGORY CASE_CREATED_BY
Email Agents on respond by date lapse Support Case CASE_ID tegory = - =
Email caller on Agent assignment Problem Type CASE_TYPFE CASE_RECENVED_DATE
Email Agents on caller reply Problem Status CASE_STATUS CASE_CREATED_DATE
Email Agents on KB publication . =
h Subject: CASE_SUBJECT CASE_CATEGORY
. R 4 Assigned technicians CASE_AGENTS CASE_TYPE
* *
%, ot Priority CASE_PRIORITY CASE_STATUS
*, Wt CASE_TIMESPENT_DESCRIPTION
* +*
-t
Caller name CASE_CALLER_NAME CASE_TOTAL_TIMESPENT
- CASE_NOTES
Caller email CASE_CALLER_EMAIL -
CASE_CALLER_NAME
Caller contact CASE_CALLER_MOBILE - -
CASE_CALLER_PHONE CASE_CALLER_EMAIL
CASE_CALLER_PHONE

You can control what case data are included in the files by customizing the 'Print' template. 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.

e Moved Processed emails to subfolder ‘Processed Emails’

By default, when a case is raised from an email or when a reply is added and updated to the case, the email is kept intact
in its original folder location. But if you want such processed emails to be moved to another folder location, enable this
option. Doing so, would move the emails to a subfolder ‘Processed Emails’ just under the parent folder.

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

Open knowledge base form automatically when it is generated from other Outlook items - Enable this option to
display/open the inspector window of the knowledge base just created.

Color coding for Case when priority is set

Colors n

Mane

Color Coding for Case - Priority : High

Color Coding for Case- Priority : Narmal

Color Coding for Case - Priority : Low Click

You can choose a color for each priority - high, normal or low. And this will be reflected in the dashboard panel listing of
the cases.
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Mail Calendar People Tasks Notes Folders Shortcuts «-

#4 Helpdesk Dashboard - Listing as of 8/16/2021 2:09:06 AM

_TiNewCase [0 @ BAllems O AMylems |Homomal v|| 0 | 12 5 0 1 0
Mat Mot Braaches
|Sea'ch Cases ~ ||T:.-'pe keywords and press [Enter] | TSl Open Resolved ||\ osigned || Answered Today
g Time Period |,um1|- v| Case Type |,,um1,- v|| Cnlumns_ | W
+
o Search Result : 17 cases found! Group by |Nune e ||| ,*.
*
*
@ _ .
— ¥ Reply |'ﬁ Reply KB |_I$ Edit | % ReCpen P@ Delete | =i Merge Cases | Export As |§ Print | ‘-"
i *
d = CASE MUMBER  SUBJECT AGENTS PRICRITY - DUE DATE
E @ 1 [AUNG-1] iPod freezes and won't shutdown Aung Hun High 8/15/2021 11:55:00 PM
@ 2 [ABEL-2] Mac O5 X 10.5: Can receive email, but ...  Abel Conie High 8/14,/2021 11:55:00 PM
Iﬁ' @ 3 [AAROMN-3] How to setup AirPort Base Station a..  Aaron Beit Low 8/17,/2021 11:55:00 PM
g @ 4 [ABEL-4] iPod won't turn on! Adam sSmith/abel Conie Low 8/18/2021 11:55:00 PM
= @ 5 [ABEL-5] Troubleshooting the MacBook Air Sup...  Abel Conie High 8/15/2021 11:55:00 PM
—
3 L6 [AUNG-6] How to use Remote Discto share DV...  Aung Hun Low 8/22/20217 11:55:00 PM

It will also show up in the case form as well.

oThis message was sent with High importance.

W Fri 8/13/2021 11:55 PM

From AssistMyTeam Support <su Pestedone,

*
Posted To Cases *o'
Conversation iPod freezes and won't shutdown 'i‘
Subject | [TALING-11 iPod freeves and won't shutdown

This works! Thank you very much.
Mardo

b .
Back to TOC %sslstMﬂeﬂm

8/14/2021 4:31:12 PM Reply received from Mardo Garcia

8/14/2021 4:32:03 PM Case Closure Notification Sent to Mardo Gargia
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5. 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.

There are four report view modes - List, HTML, HTML Editable and Grid. Noticed that this report tool also uses the same sets

of search filters discussed in the last section.

%, Summary Reports

Time Period Thiz Month bt 0

Report Type Cases Due e 9

Search by Maone i 0

Group by Company w e

Scope @ (@) All () My Cases Reset
ﬂ =L Print .ﬁ [ Export to File Exit

List L ﬁ‘w €17 Editable HTML %rid
I{epurt
Generated by : AssistMyTeam Support
Time : 1/18/2017 12:08:07 AM

Cases Due ;- This Month [1/1/2017 to 1/18/2017]

Case Mumber  Caller Mame  Raise Duration Open Duration

i

Company: Angel Heart Hospital (3)
[37] iPod won't turn on! 37 Reiter Ask 5 days 2 days 23 hrs 29 mins

Company: DSFF Gyms (3)

t[:jc]nh;ﬁ;sd i-nj'-lgilﬁ: Can receive emai, 41 Rodriguez Jes & days 2 days 23 hrs 29 mins

Company: KiloStar Engine (4)
Mew Download: Attachment Manager for

Outloak info@assistmyl 1 day 16 hrs 27 10 days 5 hrs 23 mins
g:z]erg:;t:eshmhng the MacBook Air 45 Kovéics Serbia |9 days 2 days 23 hrs 28 mins

[51] Troubleshooting the MacBook Air

SuperDrive 55555 51 Lefebvre Frenc 19 days 2 days 23 hrs 29 mins
Summary Count
Ongoing 28
Respanse Time lapse 4
Due Time Lapse 16
40
148
Resolved ]

BN FernechFo  14days  EISIOSIRSEOMRSIN - i
SN Jocobs Jab  2days  SESIRSE s 50 mins

= Fields

Breach
Duration

0 mins

Status

0 mins Delayed
1lidays & hrs
22 mins

>

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.



Year, Last Year, Date Range, On

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

Time Period Date Range...
Reporttype :Tmﬂmlsﬁﬂ'lg
Search by .Hm'ne

Group By :Adiﬁl:?

.v" -
Not just emails, do more with your Outlook

Helpdesk for QGt'OOk |

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

v From |1/10/2017 | F~ | To |10/17/2017, E~ |
bl 1 October 2017 C
~ Sun Mon Tue Wed Thu Fri  Sat
v 24 25 28 29 30
: 12 5 6 7
3 9 i 12 13 14
E 15 16 [ 17 ] 19 20 2
4 2 2 % 27 28
29 30 31 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

[~

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.

the case was raised.
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[} Search

elete | & Export To PDF - | &4

er

Caller Name

Technicians

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

Group By: You can choose to group the cases either with: Technicians, Status, Problem Category, Problem Type,
Service level, Caller, Company, Priority, Origin or Author.

Reset

Due Date

El Fields

Caller Email ™

5

bl

Choose columns to display

*

Mandatory Fields

T Subject
= Case Number

Confirm

Cptional Fields

= Technicians
= Due Date

C= Caller Name
[] =& First Name
(1= Last Name

= Caller Email
= Mobile

= Phone

T Address

C®= Departmert
CmCompany

C®= Respond By Date
&= Resolved
[JE&Closed on

O CmCategory

U = Type

(&= Status

[ == First Response
C= Origin

I R PRI [ | S

Choose your own
columns to

display in the
search or report

W

Cancel

AT irrlara nF Fmmfes EmFarm el

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

A Tirmmen IPETT Tl T AT Pid 7 19 BGEA %
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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 a technician)

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.

' v -
I\’e_?que.xt/orsuppor

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.

Geint || HeeeotioRle | =i
Ust [ HTML (o eq/ ] Excel 2007 - 2013 (*xdsx)

Excel 93 - 2003 (*.xls)

[51] Troubleshooting the M
SuperDrive 55555

rench 19 days

M| Word 2007 - 2013 (*.docx)
Word 93 - 2003 (*.doc)

Company: Michellin Fas

gﬂ;;;t:eshmﬁng thet Plain Text (*.bd) gh 15 days
[52] How to setup AirPort B Rich Text (*.rtf)

and Metwaork @ Web P (* htm) & 4 days
[53] iPod won't turn on! ' FhFagelmtm ison 3 days
[25] How to setup AirPort B ML ("aemnl)

and Metwork 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.

List - Template [0 HTML {0 Editable HTML  [] Grid
Subject Case Mumber Time Spent  Raise Duration Response Duration  Open Duration

Acceszornes (2)

._;9 [121] Mac OS X 10.5: Can receive email... 121 29 0 mins 59 mins 1day
._& [125] Mac OS X 10.5: Can receive email... 125 g 2 days 0 mins 3 days

Applications (18]

" 118] MacookPro: Hon to nstal memory [N =3 2dsyc e |G
" e e 0[SO < I s o= ..

|23 [ALEX%-129] test case from TWA 129 300 0 mins 90 days 18 hr...
|2 [131] Techsparks 2017 iz doing it with d... 131 0 10 hrs 15 mins 67 days 15hr...
" 0132 New Downoad: Attchment are... ISSHEENN © stes2ames [
|2 [133] New Download: File to PDF for Wi.., 133 ] 14 hrs 23 mins 43 days 22 hr...

@ HTML report view mode — This report view presents the cases in web HTML format with color coding, group, and
summary information retained. You can export this report to .htm format for your further use.
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List -Template L HTML £ Editable HrML 1 Grid

Report

Generated by : AssistMyTeam
Time : 11/22/2017 2:56:29 PM

Cases » All Periods - 26 Cases

Subject Case Mumber Time Spent  Raise Duration Response Duration  Open Duration |
Problem Category: [Empty] (1)

[130] Mew Download: Issue Tracker for 69 days 19 hrs

Cutlook & SharePoint (Team Edition) 130 0 46 ming 33 mins
Problem Category: Accessories (2)

r[‘lﬁlé]eﬂszggnx 10.5: Can receive emai, but ., 29 0 mins 53 mins 1day
[125] Mac OS X 10.5: Can receive email, but 125 g 2 days R g

not send email

Problem Category: Applications (16)

116 days 5 hrs
o 1 e cxemdprten - = . B

HTML Editable report view mode — This report view is exactly the same as the previous HTML mode, but with the
flexibility to edit the HTML content in a WYSIWYG editor. For instance, you can customize the font, add image,
change the color, layout or add any further information you require so that you can compile your own report.

List -Template [Z HTML [0 Editable HTML [ Grid
=" I - SEEE @RS

B 7 U |Font Arial ~ Size 1(8pt) ~ A |- Black vl b7 ||:| Transparel

Hi Maurice,
Attaching below is my cases completed this month.

Report

Gernerated by : AssistMyTeam
Time : 11/22/2017 2:57:34 PM

Cases : This Month - 26 Cases

Subject Case Mumber Time Spent  Raise Duration Response Duration  Open Duration |
Problem Category: [Empty] (1)

[130] Mew Download: Issue Tracker for &9 days 19 hrs

Cutlook & SharePoint (Team Edition) 130 0 46 mins 41 mins
Problem Category: Accessories (2)

Eﬁﬂeﬂszggir 10.5: Can receive email, but 29 0 mins 59 mins 1day
[125] Mac OS ¥ 10.5: Can receive email, but 135 9 2 days - 3 days

not send email

Problem Category: Applications (16}

116 days 5 hrs

The Grid report view mode — This presents the cases in excel spreadsheet like format with rows and columns,
preserving color codes, summarized information etc. You can also re-edit and tweak the report. You can also copy
data from this grid to Microsoft Excel or vice versa. And you can of course export the report as Excel spreadsheet
file (in XLXS, XLS format).
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List-Template [ HTML [ Editable HrmL £ Grid

Subject | Case Number | Time Spent Raise Duration Response Duration| Open Duration
4 | Problem Category: Accessories (2)
5 [[121] Mac OS5 X 10.5: Can receive email, but n 1 29 0 mins 59 mins 1 day
§ [125] Mac OSX 10.5: Can receive email, but n 125 9 2 days 0 mins 3 days
7
g Problem Category: Applications (16)
) B cces s S
10 120_2 days _115 days 5 hrs 30
11 |[ALEX-129] test case from TWA 129 400/ 0 mins 90 days 19 hrs 11
12 |[131] TechSparks 2017 is doing it with class! 131 0 10 hrs 15 mins 67 days 15 hrs 94
: — BEEREELA S
14 |[133] New Download: Fileto PDF for Window 133 0 14 hrs 23 mins 43 days 22 hrs 71
15 |[135] New Download: Team TimeSheet for O 135 0 2 hrs 14 mins 28 days 18 hrs 25
16 |[136] testrecipient address 136 0 0 mins 28 days 18 hrs 9
17 |[137] Your Azure Billing Statement for Micros 137 0 1 day & hrs 13 mins 28 days 18 hrs 24
1g |[139] RE: Help! 139 0 0 mins 28 days 17 hrs 52
2g |[140] Flipkart and Urban Ladder - a match mi 140 0 22 hrs 13 mins 28 days 17 hrs 50
21 |[141] New Download: Team Helpdesk for Ow 141 0 3 hrs 7 mins Gdays 1hrs29m
22 |[142] Mew Download: Email to PDF for Qutlo 142 0 5 hrs 8 mins Gdays 1hrs29m
23 |[143] Printer not working! Please Help 143 0 1 day 18 hrs 33 mins 2 days 14 hrs 391
24 |[MOORE-124] Apple Portables: How to disco 124 10 1 day 1 hr 59 mins 99 days 5 hrs 301

0
O
®
T
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6. Helpdesk OLAP Statistics and Reporting

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/technicians 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:

a Configure Managerial Toals
. . — drop-down
Go to Outlook > File > AssistMyTeam Helpdesk Settings Data list P d
. ists an =
Helpdesk Manager tab, and click source . =)
bt gt et settings —
Statistics’ button. Contact Manager
ET Assets list
Asset Fields @

et i
&% Callers list Search Cases

E Custom Fields

ﬂ Origins List
Office o )
Account Origin Options Statistics
Team Helpdesk B‘ Problems list
Manager D‘
&% Technicians list £
Summary Reports
W,Access Contral

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. You can further have the choice to include

L)
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archived old cases that were moved to another exchange folder or PST file.

a0l View Statistics

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

e [Goner (1]
al - 1!.'
Time Spent - |l* 9

() Ongoing Cases

() Resolved Cases
[] include Archived Cases

(@) Both

[] Include Archived Cases

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

i

Generate

Bxit

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

technicians on cases.

Time Spent OLAP

o 7
Helpdesk for Outlook

Choose this OLAP to run statistics on time spent entries by technicians on cases.

vy
Back to TOC %A ssistMyTeam
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6.1 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
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component; it will be displayed as a float window.
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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:
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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
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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
Technicians 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: |lﬂM)'F{eport5 V| G ? @ M-

B Order quantity per Customer and City.olapreport
i Ea Quantity in stodk per Supplier. olapreport

My Recent Region Wise Sales Report.olapreport

Documents Sales per Company.clapreport

= T|me|ine forTotal Sales. olapreport
L
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 ]

g) 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.

h) Same as e. (above)

i) 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.
=:=:=? OLAP Statistics and Reporting for SupportC:

File | Views

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

[

a) 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.

b) 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.

@ OLAP Chart panel
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

o
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rather than numbers, which is much easier to perceive.

Problem Categor Mobiles Services Music Players [Accessories
Case Type ‘
Resolved
£ 2800-
minreinnnny
w
E 000- I (I
2
g = £ g g2 ¢
e 8 ., 2 2 3 £ 2 £ 2848223 18
5 ¢ 3 o« = ¢ 3 5 2 3 2 § g 3
ESEEEREREEREEE S
& a; © - = & & § - =
=3 E: s §
Problem Type Problem Type Problem Type Problem Type

e 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.

D T A al - Measure
1&g - Dimension
----- wll Average Time Spent fhrs) _ ]
----- all Average Time Spent {mins) & - Attribute hierarchy
""" ul Cases s - Multilevel hierarchy
..... all Cost
----- all Importance
..... all Time Spert fhrs) To select a measure for display you need to drag-n-drop it to
""" ul Time Spent (mins) the Measures panel or the data area.
- { Assets
=-|o Callers
P = 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).
i Caller Email
Caller Name .
% Caller by Company e Measures are grouped in the Measures category.
& Caller by Department e Hierarchies are sorted into folders - dimensions. If there's
[.:_;: Case only one dimension in a hierarchy, it will be displayed in the
#-{@f Custom Fields tree root.

[c_;". Date Closed
...[.;_;: Date Created
[c_;". Date Due

[c_;". Problems

- EE Technician Name

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.

e 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.
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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

-
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- [ ] 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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6.2 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 Horizontal scrolling of the table
down

L)
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2. Selecting and copying data - The data area in the component can be selected like everything else in Windows:
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 |Eiiiﬁ ¥ | Resolved © Total

perform the drilling of the hierarchy members press

buttons on the Grid cells. If there’s only one drilling W‘r

button in a cell, then, instead of pressing it, you can ies Lpple \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 Rirport Base Stelion 1715 1715
all the buttons, press the.CtrI button. The last cells in Apple Wircless Keyboard 1642 16.42
the column area of the hierarchy members allow
showing the sorting direction. A pointer that indicates b 1807 1807
the descending order of data illustrates it. You can SOnes oD B
manage the sorting modes by single clicking on the cells | Services Complains 22.72 2272
of the specified area: they are changed cyclically Loyalty Scheme 17.42 17.42
[descending sorting] -> [ascending sorting] -> [no LppleCare 1717 17.17
sorting]. Sales 1475 1475
Apple Rental 1077 10,77
Buy Back Scheme 273 873
T Servicss | 91,55 9155

4. Operating context menus -The context menu, | L[ TTTTO
called by right clicking a table cell, partly duplicates E| Show totals first > _‘

the OLAP-slice control functions. Eiohlem Show totals last
Accessories Don't show totals b5 27
Default sorting 230 |
Sort ascending 715 |
Sort descending 542
Aggregate all hierarchy members I .07 |
! Aggregate visible members only =3
Services 155
Applications Drill all down b 445
Music Players Crill all up LILY
Clear filter 20.40
Filter on captions 3 I:E
sh ty cell 852
ow empty cells
? 823
Motebooks Create new group... I|4_53
Copy selection 482 |
373
Conditional formatting 3 .

Hierarchy levels' menu

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

Page80
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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 ...

Copy selection
Conditional formatting

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

Hierarchy members' menu

| Case Type T Fesolved

Problem + | Problem T v
| ¥
Accessorieg————temm. : 95.35
| - "'.i .
Services | % Drill down to the next level |'W
Applications Hide this member B4 4R
Music Playeg Hide all members except this 2057
Hide all members below this 20.40
Show only the top 3 18.65
Show only the bottom 3 1852
78.23
Notebooks Filter on captions » 1487
Create new group... 14.82
I 13.73
2=l C cti
opy selection 4338
Operating 5| |23 Conditional formatting 3 875
Maobiles | iIPhone | 2152

The view of the context menu of the hierarchy members' area

Command

Function

Drill down to the next
hierarchy

Hide this member

Hide all members except
this

Hide all members above
this

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

Hide all the members of the hierarchy above the selected one

T
:‘ AssistMyleam
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Hide all members below
this
Show only the top

Show only the bottom

Filter on captions
Create new group..
Copy selection
Conditional formatting

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
menu.

Set the filter for measures

Create a new group on the current level

Copy the selected area to clipboard

Show the Conditional formatting menu

The menu for groups of hierarchy members

Case Type ) Resolve
FProblem Category | ProblemType
¥
Accessories Apple Wireless Mouse 2R82
Time Capsule -.._ 19.50
A TH  Hide this member "+ |I
o Hide all members except this
r Hide all members above this
™ Hide all members below this
Services Show only the top k
Applications Show only the bottom 3
Ml Filter on captions 3
Create new group. ..
Copy selection
TR " Conditional Formattllng 3
The context menu that appears above the group cell.
Command Function
Hide this member Hide the selected member
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

Page82

oy, .
Back to TOC ‘ AssistMyleam



Page83

Back to TOC

-

AT T—
7( just emails, do more with your Outlook

J =<
Iy with a resolytio_n

] ; y
. >

Helpdesk for Outlo

P

ok \

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 _ 16.07
=ories 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
Copy selection Copy the selected area to clipboard
Conditional formatting Show conditional formatting menu

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.
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The buttons for launching the editor (™) are placed on the Hierarchy editor |
panels in the Hierarchy levels’ area. If the button looks like Level to fiter:
this (), it means the hierarchy had hidden members inside. Context fitter settings

Pressing the button starts the Hierarchy editor. Problem Category = | & Filter =

Member fiter settings

| | g Find ;E
[ ] Exact matching [ ] Visible only Show pages
= All members
=) [w] Maobiles
. ..[v]iPhone
. L..[v]iPhone 3G
- [¥] Services
o P
- [] Accessories
= [#] Motebaoks

- [¥] MacBook: Air —
. [#] MacBook: Pro
- i..[¢] MacBook
% [l Annlicatinns
Mutisslect [ Ok | [ Cancel |

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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6.3 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
RS area
Category Y] :
DTN NPT ML b | '
Problem Category | 7ot bossd
\ g 110,00 -
b enl0 0 a
& 100 -H a = B
$440,00+
$320,00 -
$200.00-
$20.00 -
ool > -
g ————————
y = : £ §
@ @ Z
REERRER
- ‘ o o
<drag an tem here 10 croaie a new Probiem Catagory

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 easily 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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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.

UL LRI
aldwin Bevis
hard Branson
Slfred Cary
nidrese Miller
obinson Lees
“om Walker
ikram Singh

Gradient Editor x|

Presets: :-:

siart Coior: I coior Count:
End Color: [N

Setting the Gradient legend

To edit the gradient, double-click the element and tune the settings in the
editor. In the Gradient Editor there are: Discrete
e aset of pre-made gradients;

e selecting gradient option (continuous or discrete);

e creating a gradient with a set number of intermediate colors option;
e setting threshold in per cent and measure values option;

325,00 1558.00
] ]

- o [Legends v R X]
$190.00-
170,00 - Color settings: Stops
. Time Spent (mins) coor: | Postion: %
- I 35
130,00 - I 325.00 - 736.00 Opaciy: % Value:
_ £110,00- 736.00-1.147.00
& o000 - . I 1.147.00 - 1.556.00 [ ok ][ cancel |
$7000 - @
§50.00 -
o
£30.00 ﬂ
Selecting threshold color option.
Setting the Shapg Iegend _ M= v 0 X
The. sha?pe se.lectlon is made through .the context menu. This ()| Bagel Color selfings:
option is available only for points or lines Charts. If the
. [l Sguare Border Cost
number of hierarchy members exceeds the number of B
available shapes, they will be repeated. Diamond Border <200 <175.00
T Cross Shape settings:
W CrossBuck ) Email
S Up Triangle O Appointment
% | Down Triangle <» Phone
<]  Left Triangle |I +w/eb Form
) i = Task
. R-IghtT A Dt i
~1| UpTriangle 90 Filter on captions h'"-vi 3
[~ | Down Triangle 90 Hide this member
— | Arc Hide all members except this
...,
@ | Bubble T 4, Create new group...
Diamond a MarkeF'fﬂSe 3
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0
]
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[
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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+ &
] o [+ & Q@ - SN o Q
H — (8] d @
—— o0 5 o
‘Gr “2‘- ! Measure
— filter editor & 51000 -
ﬁ{;r{;—;;ﬁ' 1 1 1 1 1 1 T T T T 1 1 1
1".--_-""'-.
';"" Areafor B E 5 = 2 B _ £ =
i = E ™ N = g = ¥ =2 = = E
b N F & 3 22 2 5 £ 5 % 2 2
g = ©w T 5 & 5§ £ = 2 5 - =
e = = 5 H O = = [} = E El
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 £ £ °
o : = . Histogram o —————
context menu for selecting its type. There are six (6) charts cgl‘ s g oo m ‘~p\ Y
that you can use, namely, Point Chart, Histogram, Point E % f - 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 ~ _
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

a. Selecting some of the Chart points
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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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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:

e Hide this member

e Hide all members except this
e Hide all members above this
e 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 - g Filter -

Member filter settings
| | B Find 1
[] Exact matching [ ] Visible only Show pages

f= .F'-.II members
= . [+] Mobiles
Pk | iPhone
Pobe v|iPhone 3G
- . Semces
..
i [ Accessories
El . [+] Noteboals
P . [+] MacBook Air —
----- . [+] MacBook Pro
----- [+] MacBook
. 51 A.E:Ilrﬁhnnq

[7] Mutiselect [ ok | [ Cancel |

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:
|Bxceed 200 |
Restricts:
() Aggregated values
() Fact table values

Ok || Cearfiter || Cancel
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6.4 Predefined Reports

¥ 4

Predefined reports allow helpdesk managers and agents to quickly and easily = [ [Assets]

retrieve information for common inquiries. Reports play a vital role as far as a B Assets - Tiee Sarks fuive)

Help Desk product is concerned. Requests that are open, closed or overdue at ol Assets - Average Time Spents ()
any instant of time, which person is sending the most number of requests & i m:w‘rm S iy
who is attending to the requests can all be known from the readymade ol Assets - Cost

reports available with the statistical tool. Each pre-defined report works in = @ Cases Gl

both OLAP grid and OLAP chart view. Spents (hrs)

)

There are several predefined reports in each of the report categories, and

é’..

T
i

each report is run directly on a mouse-click from the tree view. Around 40 m Cs”“ e
reports are made available for instant details about the help desk activities. ance - Time Spent {mins)
Any of the predefined reports can be also be edited so you can customize the 5@ C“al o
report to return specific results: o Callers - Time Spent (s)
&l Callers - Average Time Spent (hrs)
'l Callers - Time Spent (mins)
e Reports by Cases ] Callers - Average Time Spent (mins)
o] Callers - Cases
e Reports by Callers J Calers - Cost
e Reports by Date/Time = (& Date/Time
ol Created Date - Cases
e Reports by Problems 'J Due Date - Cases
e Reports by technicians ﬁ MS’::&':“
' Closed Date - Time Spent fs)
All these categories have reports available based on Priority, Requester, ﬂ w?.:::r"" S"?ﬂ:'s‘:)“ )
Technician, Category and Request Date. o) Closed Date - Average Time Spent {mins)
- B Problems

o Problems - Time Spents fvs)

&l Problems - Time Sperts (mins)

'dl Problems - Cases

o Problems - Cost

o Problems - Average Time Spert (hrs)

o] Problems - Average Time Spent {mins)
= (@ Technicians

o] Technicians - Cases

o Technicians - Cost

o Technicians - Time Spents (hrs)

Some sample OLAP charts of the predefined reports

B) Cases Count by Origin

Resolved  800.00-
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2 40000+ '
023,"0'0°°; 1 U a O

; g g z
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C) Average time spent on caller D) Due date
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6.5 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 BIRE ~1i#f format ||_
Himl format Thomas Tay B2 Text format b
Partable document Albert Souzz B5 comma separated values :
Export settings . Tony Blair /| Himl format |
T Ba.|rcla1r Bas! g Portable document L
320.00- Michae! Vot bl xcel xis E
m 240.00 o 3| Xml format B
o] John Barrett
G 160.00- II II Abel Conie Export settings A
£0.00 7 Alexander Bk T 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 :.‘.-‘:1.'&

80.00 -
m.[l[ll]_“.c.ﬂllnul]u,.

ﬁzco.oo-

3 160.00-

| nianlln

000 - a (& | (=

R

3 o
. . g g e 2 PO
§ g g e g n s c g ‘§ E ‘E
EEEREIEEEE RS
= Cdluwz el
LS J L '_)‘j;*‘
| Total pages - 2 | Current page - 1

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.
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[EX[}DI'II settings g@w [Export settings g@w

Prit | Page Setup | Headers and footers | Color and fort Page Setup | Headers and footers | Color and fort
~ Printer select \ ~ Page onentation ———————— ~ Preview edge
| Properties | | Exmeort clata sl
Resoltion |2
~ Margins
~ Page for pit ————— ~Grnid options ~ Left 10 %
* Mlpages O Byrows Wi Top
E— i
Cument page (%) By columns E B ﬁ Fight %
st
Custom print "
From D Print column header
~Measure unt ————— ~ Papersize
To D Print row header |Mi|||imetres |M 210257 mm
| ok || cancel | [ ok || cancel |

[Export settings g@w [Export settings Q@W

Print || Page Setup | Headers and footers | Color and font | Pint | Page Setup | Headers and focters | Color and fort
~Customize page title ~ ~ Font and custom color of the cells being exported
W Member | Member total |Grnup | Data | Daiat-EE'
Export data slice Font - Preview cel
Font color
Align text
F = |Epot data sice | o Sample text
Border color
~Customize page number Back color
F = |F‘age {0:D} from {1:D} |
Page back
Fage 1%om 10
Skins
[ ok ][ Cancel | ok || cCancel |
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7. Uninstalling AssistMyTeam Helpdesk Manager add-in

To uninstall the AssistMyTeam Helpdesk Manager 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 Manager (x86) or
(x64) and click ‘Uninstall’ as illustrated below:

[':‘i Programs and Features

“ N d » Control Panel » All Control Panel lterns * Programs and Features w

Control Panel Home .
Uninstall or change a program

View installed updates To uninstall a program, select it from the list and then click Uninstz

® Turn Windows features on or

off Organize *+  Uninstall Change  Repair
" | P
Mame o Publisher
4. AssistMyTeam Helpdesk Manager (x26) AssisthlyTearn
© AssistMyTeam POF Converter for Windows 84-bit  AssistMyTeam
s Bonjour Apple Inc,

Step 2: A dialog confirmation follows asking for confirmation. Click Yes.

Programs and Features

I Are you sure you want to uninstall Team Helpdesk Manager (x86)7

Ol In the future, do not show me this dialog box Yes | 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).

Step 4: Uninstalling the add-in does not remove the helpdesk database from your SQL Server or Azure Cloud server. You will need to
manually delete that database.
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8. 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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