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AssistMyTeam Helpdesk for Outlook — Manager Install Guide

AssistMyTeam Helpdesk for Outlook

Manager Installation and Configuration

AssistMyTeam Helpdesk System consists of two separate installs — Managerial and Agent. The managerial install is
for helpdesk administrators who would configure and maintain the helpdesk, drop down lists, templates, KB
articles and other settings in the database. Whereas, the Agent install is for the agents and technicians to enable
them to work on support cases in Outlook.

Note: If administrators need to work on support cases, 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 Helpdesk add-in on their profile with the default
installation folder location.

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

The Manager setup consists of two different types - 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 server tools and files, for creating the Team Helpdesk Outlook folders,
and for configuring and maintaining the settings of the helpdesk. It has to be performed by the helpdesk

administrator/manager before the client 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.

ﬁ AssistMyTearmn Helpdesk Manager (x36) Setup x

Welcome to AssistMyTeam
Helpdesk Manager (x86)
Setup Wizard

The Setup Wizard will install AssistMyTeam Helpdesk
Manager (x36) 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)

ﬁ AssistMyTearn Helpdesk Manager (x36) Setup —

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

To install in this folder, did: "Mext™, To install to a different folder, enter it below or didk:
"Browse",

Faolder:
|C: Wsersibahrur\ApphataRoamingAssistMyTeam AssistMyTeam He Browse. ..

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

ﬁ AssisthMyTeam Helpdesk Manager (x86) Setup

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

Status: Copying new files
|

Advanced Installer

< Back Mext =

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

ﬁ AssistMyTearn Helpdesk Manager (x26) Setup >

Completing the AssistMyTeam
Helpdesk Manager (x86)
Setup Wizard

Click the Finish button to exit the Setup Wizard.

< Back Cancel
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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

B | &l
Page I 4 Save Exit

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

I Load database config from file...

@Save database config to file...

Database Type Microsoft SQL Server *~ | More info on this database option..,
Server [BYTESTATION2{TESTING | 2 Test
Database |Assis1:|'~"|yTeamHEIpdeskDB | 5 |Choose... {Optional)

posswors.

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
[7] db_accessadmin
Server: db_backupoperator
BYTESTATIONWSQLEXPRESS L
Connection: db_datawriter
BYTESTATIOMN wser || db_ddlzdmin

) ) [7] db_derydatareader
&y Miew connection properties [ db_denydatawriter
[] db_owner
Progress [ db_securityadmin
public

Rear

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

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 “XXXXXXXXXXXXXXXXXXXXXXXXX.rds.amazon.com,1433’.
Page | 5

Database Type Microsoft SQL Server v

Server | ctiyvwieckp9sa.us-west-2.rds.amazonaws. com, 143:{|

Database ‘ (Optional)
Username I L l
Password i | Test | &

[] 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

Filter: AllInstances v Q ) 4
[ Engine - DB Instance ~ Status * CPU
[ w  SQL Server Express amtdbinstances available
— server
Endpoint: .ctiyvwckp9sa.us-west-2.rds.amazonaws.com:1433 ( authonzed ) €@
s Configuration Details Security and Network
Engine SQL Server Express Availability Zone
|@~ 12.00.4422.0.v1 VPC
& License Model License Included Subnet Group
UTC+5:30
DB Name
Username ¢ \ Security Groups

Option Group

Parameter Group
Copy Tags To Snapshots

default sqlserver-ex-12-00 ( in-
sync) Publicly Accessible
default sqiserver-ex-12.0 ( in-sync ) Endpoint
No

Port

Certificate Authority

Current Activity

I 1.19% 1 Connectii

us-west-2a
vpc-458b0e21
default ( Complete )
subnet-21b53445
subnet-f6865d80
subnet-72ea032a
rds-launch-wizard (sg-ff778099)
( active )
Yes

stiyvwckposa.us-west-
2.rgs.amazonaws.com
1433
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.

%2 Adrinistration Panel : Helpdesk Settings Data Source
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ge| Iz @
Save Exit

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

Load database config from file... L_Ii]Sa'.'e database config to file...
Database Type |Microsoft Azure *~ | Moreinfo on this database option...
Server |assish‘nyteam .database.windows.net Test [
Database I.ﬁ.ssisﬁ'«"lyTeamHelpdeskDB | i Choose... (Optional)

Username |franu:as |

Password | S i |

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.

Tao 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 workang of the helpdesk, as well as, aid in understanding of its usage and
applicability with regards to the reguirements of your organization.

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

Ongoing Cases
Resohled Caszes 5 =| 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.

Copyright © 2021 AssistMyTeam



