AssistMyTeam Helpdesk for Outlook — Agent Install Guide

AssistMyTeam Helpdesk for Outlook

Agent Installation and Configuration

This install is meant for agents and technicians who would be working on support cases from within their Outlook.
Before you install the agent tool, make sure the helpdesk SQL database had been already created and configured by
your manager, and that you know the database name, your credentials to the SQL server if Windows authentication

Page |1 is not configured (ask your helpdesk manager). This is required because when you start Outlook after installing the
Agent add-in, you will be asked to enter the SQL server logon information as well as the database name (if different
from the default name ‘AssistMyTeamHelpdeskDB’).

NOTE: ‘Per User Installation’ and ‘Per Machine Installation’

In ‘Per User Installation’, the Helpdesk Agent install is 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. 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 of them need to install the 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., the
files will be installed under Program files folder and the add-in will be registered under HKEY_LOCAL_MACHINE
registry hive rather than HKEY_CURRENT_USER), download the Citrix/Terminal Server version of the setups to
perform a per machine installation.

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

For 'Per User Installation' (ideal for standalone single user/workstation)
AssistMyTeamHelpdeskAgentSetup_x86.exe (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskAgentSetup_x64.exe (for 64-bit Outlook 2010, 2013, 2016, 2019)

For 'Per Machine Installation’' (ideal for installing on Citrix and Terminal Servers)
AssistMyTeamHelpdeskAgentSetup_x86_Citrix.exe (for 32-bit Outlook 2010, 2013, 2016, 2019)
AssistMyTeamHelpdeskAgentSetup_x64_Citrix.exe (for 64-bit Outlook 2010, 2013, 2016, 2019)

Step 1. Run AssistMyTeamHelpdeskAgentSetup_xXX.exe to start the installation. Click ‘Next’ to Continue. If
Outlook 2010 or later is not installed, the setup wizard will not be able to proceed. Please also ensure Outlook is
shutdown (if already running or active in the task manager) as the setup has to install an Outlook add-in.

ﬂ AssistMyTeam Helpdesk Agent (x86) Setup *

Welcome to AssistMyTeam
Helpdesk Agent (x86) Setup
Wizard

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

= Back Cancel

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)
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ﬁ AssisthyTearn Helpdesk Agent (x36) Setup -

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

To install in this folder, dick ™ext™, To install to a different folder, enter it below or didk
"Browse",

Folder:
C:\UsersibahruriappData\RoamingAssistMyTeam \AssistMyTeam He Browse. ..

Advanced Installer

Step 3. Click ‘Install’ to continue the files extraction.

ﬁ AssistMyTearn Helpdesk Agent (x36) Setup

Ready to Install
The Setup Wizard is ready to begin the Typical installation

Click Install to begin the installation. If you want to review or change any of your
installation settings, didk Back. Click Cancel to exit the wizard.

Advanced Installer

< Back Install Cancel
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Step 4. It may take a few minutes to complete the whole copying and registration process.

ﬁ AssisthyTearn Helpdesk Agent (x26) Setup

Installing AssistMyTeam Helpdesk Agent (x86)
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Please wait while the Setup Wizard installs AssistMyTeam Helpdesk Agent (x88).
This may take several minutes.

Status:
|

Advanced Installer

Step 5. Click Finish' to end the installation wizard.

ﬁ AssisthMyTearn Helpdesk Agent (x36) Setup =4

Completing the AssistMyTeam
Helpdesk Agent (x86) Setup
Wizard

Click the Finish button to exit the Setup Wizard.

< Back Cancel

Now start Microsoft Outlook. If the agent add-in installation was successful, you will see a new menu item
'AssistMyTeam Helpdesk’ in Outlook (after help menu).
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Step 6. The final step is linking up your Helpdesk Agent add-in with a configured SQL Server database. When you
start Outlook, you will be prompted to enter the SQL Server details so that the add-in can link up with the existing
helpdesk database.

% Administration Panel : Helpdesk Settings Data Source

=

Save Exit

Where is the Helpdesk Settings saved?

Database Type |Microsoft SOL Server “ | Mare info on this database option...

Server [BYTESTATION2{TESTING |

g Test

Database |.ﬁ.ssjst|'-1yTeamHeIpdesld3El |

E'_|ChDDSE... {Optional)

Username
Password

Use Integrated Security
Connection to SQL Server BYTESTATIONZATESTING' succeeded!

Connection to database "AssistMyTeamHelpdeskDB' succesded!

Once you feed into the SQL Server or Azure Cloud SQL credentials, click ‘Save’ button. And the agent add-in is now
linked and connected to the helpdesk database. Now, you would be able to raise new cases from emails, or view
them in the dashboard panel.

Inbox - support@assistmyteam.com - Outlook

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

:(g :- I I o‘w_; 2 ii i: j E E
My My Report My 5ett|ngs Mew Convert Add to Existing  Reset link Create Reply
Dashboard Generator Statistics > Case to Case Case ~ to Case KB with a KB
AssistMyTeam Helpdesk (11.0.289.0)
<
“ Inbox 22 Search Current Mailbox P la
4 [ Drafts
Al Unread By
Articles . ’
Cases VO & @ | suBlECT RECEIVED hd SIZE BILLIMG INF
Macbook battery won't charge more than 50%  Sat 8/14/2021 11:35 PM 4 KB
bl Sent Mew Inquiry from Contact page Fri 8/13/2021 9:55 PM 2KE
E‘ Trash 4 9‘_ RE: Mew ticket submitted from Support page  Fri 8/13/2021 847 PM 34 KB
Archive Many thanks for your Email Fri 81372021 8:21 PM 109 KB
Mail Calendar People Tasks Notes Folders Shortcuts <=
#3 Helpdesk Dashboard - Listing as of 8/16/2021 6:24:47 PM
SNewCsse |# @ BAlltems O AMyltems |Hoizotal ~ || 1 5 5 0 0 0 0 0
Mot Mot Braaches Bresches Totzl
Search Cases w |Type keywords and press [Enter] | s BT Open fzsrozl hssigned || Answersd Today this Week || Breaches
g Time Period | Any e Case Type |Any ~ Columns
=1
U Search Result : 10 cases found! Group by |None w =7 Show
— ¥ reply | %@ Replyke | [P Edit | 2 Resove | L3 ReOpen | ES Delete | S Merge Cases % Export As & Print
o
0
d * CASE HMUMBER  SUBJECT AGENTS DUE DATE CALLER NAME STATUS RESOWVED  CATEGORY
E En [1] iPod freezes and won't shutdo..., Adam Smith 8/16/2021 12,  Davis Wong Due Lapsed False Music Players
= EFi [2] Mac 05 ¥ 10.5: Can receive ema.., Adrien Silva 8/20/2021 12,  David Webs Response Sent False Operating Systems
”‘é Es [3] How to setup AirPort Base Stati.,  Abel Conie 81772021 12,  David Webs Due Lapsed False Applications
% E4 [4] iPod won't turn on! Adam Smith 8/18/2021 12,  Davis Wong Delayed False Music Players
= Es [5] Troubleshooting the MacBook ...  Aaron Beit 8/19/2021 121,  Mardo Gargia Response Lapsed False Motebooks
- ™
L @6 [6] How to use Remote Disc to sha., Aung Hun 8/15/2021 12i...  Mardo Gargia Resolved True Desktops Computers
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Additional step for Agents on the SQL database.

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

Database role membership for: Assist My TeamHelpdesk DB

Connection
[] db_accessadmin
Server: db_backupoperatar
BYTESTATION\SQLEXPRESS db_datareader
Connection: db_datawriter

BYTESTATIOMN wser || db_ddladmin

db_denydatareader
&Y View connection properties E db:dematawriter

[] db_owner
Progress [] db_securityadmin
public

Readv

The installation folder in your primary drive depends on the installation type you had chosen - Per User or Per
Machine.

For 'Per User Installation’, it would be
C:\Users\[USER]\AppData\Roaming\AssistMyTeam\AssistMyTeam Helpdesk Agent (x64 or x86)
For 'Per Machine Installation', it would be

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