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Do more with your Outiocok
Not just emails, but phone calls, SMS

Leverage Outlook | Exchange | Web Reply with a resolution

Request for support

Personal HBII][IBSK
for Dutiook
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 you 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 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?

e How would you remember who sent what and who needs what?
e Would you remember if an issue has already been resolved from this particular customer?
e What if you had solved an issue virtually identical to a separate issue you are currently working on?

For strategic decisions and intelligence, you 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
you already use Outlook extensively — all day, every day for email communications, appointments, contacts, tasks etc. As you
have relied that heavily on Outlook, having a sort of a ticketing system in Outlook to support requests and calls from
customers would be an obvious choice.

Moreover, as Outlook provides quick access to your contacts, address books, mailboxes and public folders stored on a central
Exchange server, it makes it much easier for you 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, 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 customer interactions.

The Solution - Extending your Outlook

Personal Helpdesk System answers these limitations by integrating itself within the Outlook process (as an add-in) and
extending it as an ideal platform to collect, track and resolve trouble tickets while sharing this information - all with ease. It
brings all of help desk functionalities and automation and tightly integrates with the easy workflow of Outlook, thereby
allowing you to work in the same way you 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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Issue tracking with Personal Helpdesk Add-in

Personal Helpdesk is an ITIL guided, issue tracking and ticketing system with integrated asset management that is available as
an add-on for Microsoft Outlook. It is the only comprehensive helpdesk system entirely integrated seamlessly within your
Microsoft Outlook, transforming it from a simple email client to a fully-fledged service provider. Using Microsoft Exchange as
repository for storing support cases, it provides you 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.

Apart from e-mail, the ability to send SMS and make phone calls directly from your Outlook extends the exchange of
information to a new level, thereby, 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, you can evaluate the performance of the helpdesk
and in-turn ensures timely decision making for improved service. Furthermore, caller can submit new support requests via a
web form, login to caller web access to track and escalate support cases, check status, or search through the knowledge base,
all via a web browser for first level support.

To sum up, Personal 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

Centralized data storage on Microsoft Exchanger (mailbox or public folder) - 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

CALALLLLLLLL

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 a caller can search through for resolution to their query

Check on the progress or status of the case via web

Request support in a standardized way through email, phone calls or web form submission
Case get resolved in a timely manner and hence customer satisfaction

Helps in building trust and loyalty in your brand

CALLAL L
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Not just emails, but phone calls, SIS

Leverage Outlook | Exchange | Web Reply with a resolution

- Request for support

& Personal Helpdesk

How It Works?

Personal Helpdesk makes working on support requests very easy by seamlessly integrating the process of submitting, assigning,
tracking and fulfilling support requests all inside your much-used Microsoft Outlook! The add-in consists of a simple install, with
which you can configure and maintain the Helpdesk folders, drop down lists, templates, FAQs and other helpdesk settings. It is
installed on your computer as an extension to Microsoft Outlook and enables you to work on support cases in Outlook with the
configured Helpdesk folders.

Customer  Summary OLAP
Emal or SMS A Web Service Reporis Reportz  Knowledge Base
detpCaller ¢ /- ""-\__\H
Emal or SMS A 1 \ ; 7 Generats KB article
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case forfuture
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existing case from caller ¢ Ca
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. Ciue Date
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“ - End user ..
> comtacts Yy S N ST Work and
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MNotify wller.
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....
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Flowchart - Personal Helpdesk for Outlook

Personal Helpdesk - Inffo@AssistMyTeam.NET - Outlook

Step 1. Configure helpdesk settings
and drop downs

Configure drop-down
lists and settings

Managerial Tools

After successful installation of Personal

=F Assets list Centralized
Helpdesk to your system, start Microsoft N administration of onsinT oo
Outlook. You will see that additional menus, SN (e helpdesk - all
. . Csnteltiand from the comfort of =
toolbars or ribbons are added in the explorer ) Custom Fields "RRO lele] 5l
and inspector windows of Microsoft Outlook. =2 Origins List Search Cases

Origin Options
You will also find the 'Personal Helpdesk' tab

o [ |
under Outlook > File > backstage view, with Office & Y
Account . atistics
which you can administer the settings of Pl oot
Personal Helpdesk, define drop-down lists Fecdback >+ Problems st B
such as callers, problems, assets, as well as Support &7 Technicians list ST
emails and SMS templates, predefined Optins R Access Control
. . . [ i s - )
replies, messaging options, web access etc. B Mot s Archive Cases
Notification Options @ Demo Cases
You can also set the Personal Helpdesk to Personal 03 preden
. . . Helpdesk ? Predefined Answers New Personal Helpdesk Folder
monitor any number of mailboxes and email ,
. . . . Service Level — Reset Connection
folders, for automatic processing of incoming -
. . =%| Templates Manager Help Fopi
emails to support cases. This process cuts the O ke
@WEb Access [ Video Tutorials

overhead of manually generating support
cases from emails, thus diverting valuable
human resources to resolving the case.
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Step 2. Caller submits support
request via email, web form or

phone call
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An end-user experiencing technical
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knowledge base (through the Personal Clutter 7 .' All Unread
Helpdesk Customer Web Service site). b 'aD@ |SUBJECT | RECEN
) ) I [z, Drafts 4 die: Today
If a solution is not found, the end-user
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making a phone call or simply, by filling a
web form. These support requests are then

encrypted Emails 4 Date: Yesterday

,E Deleted ltems 1 SV: Team Helpdesk Wed 1

logged and converted to cases in Outlook. RE: TeamissuaTracker lssue Wed 1
Further details and drop-down lists (such as
the classification of problems the request
falls into) can then be set.

U [2=] Cantacts

&2 = [113] Problem with my Printer! - Discussio
Discussion Developer OutlookSpy
x ¥ History Ongoin... 9—; To Manager v ‘2 Rules ~ E’_\m ==I I> a’?:z £ Find q
. £ Team Email v Done - _ - S . [£] Related ~ =
elete 9‘_ R?P,'Y,& VDelc-te s Crgate N - ?ve BZ} Actions ~ Umerad ate%orlze Bpo:/v ran's ate [} et oom
Delete Quick Steps P Move Tags Editing Zoom
From ASSiStMyTe' Posted On MU 1/19/201712:34PM Case  ® Emails Time (0) Assets Related Cases (0) Associated U
Posted To Ongoing Cases ID {113
Conversation Problem with my Printer! Received 1/19/2017 12:31:00 PM
Subject | [113] Problem with my Printer! Createdon 1/19/2017 12:34:00 PM (AssistMyTeam Support)
§ Modified 1/19/2017 12:33:31 PM (AssistMyTeam Support)
1/19/2017 12:31:25 PM - Problem description received from Furst-Bespanse No response to caller initiated yet!
Francas F Case Age 0 minutes
Category Operating Systems ~
HI'7 SUPPO"ﬁh  this orimter | . vore b Type Mac OS X Leopard v
I have purchased this printer last wee from your store, but Apply Default ] Technicians CJsiA
now it is not printing.
Please help me! Problem East Zone ~
Status False 2
With Best Regards, Origin Email v
Francas F Priority :'Normal v

Step 3. Technicians work to resolve the case

You then proceed to fulfill and resolve the case, either in Outlook. You may enforce a Service Level Agreement (SLA), set due date

and other deliverables on the particular case, for quality check purposes. Further correspondence to the caller might follow (in the
form of emails, SMS, phone calls). All activities related to the case are logged and you can fill time spent and notes. Relevant asset
information and fixes related to the case can be accessed and tracked right from the case form itself.

Step 4. 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, you are notified automatically. If the case has been
resolved, Personal Helpdesk automatically re-opens and marks it as an ongoing case.

Page7
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File Discussion Insert Format Text

Options
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Reply with a resolution

[113] Problem with my Printer! - Discussid

OutlookSpy

Personal Helpdesk

for Dutiook

From AssistMyTeam Posted On Case ' Emals Time (0) Assets Rel
) Thu 1/19/2017 12:34 PM T GseMIGF
Posted To Ongoing Cases
Conversation Problem with my Printer! Received 1/19/2017 12:31:00
Subject [113] Problem with my Printer! Created on 1/19/2017 12:34:00
T G o kh
1/19/2017 3:23:00 PM - Reply received from Francas F FirstResponse | No response to caller
That did it! It works now. Thank you for your support. Case Age 23 minutes
Category Operating Systems
With Best Regards, Type Mac OS X Leopard
HanomF Apply Default [ Techniciz
1/19/2017 2:00:00 PM - Reply sent to Francas F by ‘AssistMyTeam' e, S
Hi Francas, Status False
There is a new driver fro 64 bit OS. Please download it from the vendor website and it Origin Email
should fix the issue. Priority [ Normal
Allotment Template [*M =
Best Regards, euosﬂe-';;a T
/AMT Support Team [ ] Use Defauit Teme
ey : Air Link O
1/19/2017 1:05:08 PM - Reply received from Francas F
Hi Support, Cosf To Operate $0.00
There is no visible damage on the power. | am using Mac OS X 64 bit if that matters. Region Added
Region Brief
With Best Regards,
Francas F
Region ID 0.00
1/19/2017 12:59:08 PM - Reply sent to Francas F by "AssistMyTeam' Region Name
Hi Francas, Region Zone
I am sorry for the inconvenience. Please check if the power cord is not loose and
connected to the printer. Also please check if the cord itself is not damaged.
Best Regards, - :
Consolidated conversation
AMT Support Team :
/ pp shows all the email
e . o . communications back and
1/19/2017 12:31:25 PM - Problem description received from Francas F foith between the-caller and
Hi Support, the helpdesk.
I have purchased this printer last week from your store, but now it is not printing.
Please help me!
With Best Regards,
Francas F

Alternatively, caller can also choose to escalate, withdraw, reopen or simply track the history of their support cases online by
logging into the Caller Web Access (CWA) website (that comes with Personal Helpdesk).

Step 5. Close case after providing a sers (0) Logs (1) Notes(0) Related KB Aticles

. = > Ongoing Case #113
resolution PG Ccalleslist || going
Email Ifrancasf@mangostar.com
Certain pre-defined Outlook views can be Apply Default [] Technicians e
° Firs:l/Last I:ame Fr [&‘ @ \i‘
used to track the progress of cases. Once . fcas
every parameter of the caller's request has Heciey N enca b Jaliealen
. Phone Callers
been.fulfllled, a case be closed. The closed et i Technicians
case is then moved t? the Resolved Cases Dt e Tae || Rt |
folder. At the same time, the caller gets Address House 45, Miky bar, Los Anadlos, 5676 — casin|
notified automatically on the closure of the =
. Mark Complete |
case. Company Angel Heart Hospital i Save & Exit I
[] Apply default technician —
o0
(0]
Qo
©
[a W
Back to TOC ‘ AssistMyTeam
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Request for support

Reply with a resolution

Personal Helpdesk

Step 6. Add resolution to knowledge base

for Outiook

A closed case can be a good source of future reference and you 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 to draw from when
similar issues arise. You can publish these articles on to the Customer Web Service site for providing first level support to potential
support requests from end-users.

Send / Receive

Folder

View Developer Add-ins

Q Tell me what you want to do

= E Export to File - !j ITI ' Ignore x History Ongoin... 3 To Manager
- i D\ My Cases ~ 8 :" % Clean Up~ bes £ Team Email v Done
orwar ew ew elete =
KB £ Current View ~ Email Items~ o Junk~ 2] Reply & Delete ¥ Create New v
Knowledge base (10.0.3.214) New Delete Quick Steps %
4 Team Helpdesk <
3 All Unread | Search KB

History Ongoing 2
History Resolved

Ke# |[!|[h|@ |SUBJECT

PROBLEM CATEGORY| PROBLEM TYPE

1001 °1 MacBook Pro:'Héw to 'irns'trail }nemory Music Players ibodi’éuch
KB 1002 2 Troubleshooting the MacBook Air Super... Applications Safari
Ongoing Cases 12 1012 2 MacBook Pro: How to remove or install t... Notebooks MacBook Air
» 3 . . ;
Resclved Cases 1013 MacBook Pro: How to install memory Operating Systems Mac OS X Leopard
1014 2 Mac OS X 10.5: Can receive email, but no... Operating Systems Mac OS X Tiger
b Schedules 1015 2 How to install applications using the Ma... Applications iTunes
Settings 1016 1 Useful keyboard and trackpad tips and s... Notebooks MacBook Pro
O Search Folders 1017 2 How to enable DVD or CD Sharing featu... Music Players iPod Touch
Step 7. Generate statistical and trend reports
To identify problem areas and increase helpdesk '\ Summary Reports
efficiency, you can run the statistical tool from Time Period This Month v
time to time, collecting valuable intelligence Beguiivce fassiie v
. . Search b M v
and trends and generating meaningful reports. e =
Group by Company w
For day to day knowledge of the helpdesk, you e Eopotrie e
can generate summary reports to get appraisal
. Lst [ HTML ¢ Editable HTML [ Grid
on the current happenings on the helpdesk and
track recent cases generated, worked, closed or Report
reopened . 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
Subject Case Mumber ~ Caller Name  Raise Duration Open Duration grj:?on Status

>

Company: Angel Heart Hospital (3)

[37] iPod won't turn on! 37 Reiter Ask 5 days

2 days 23 hrz 29 ming

Frozen

0 mins

Company: DSFF Gyms (3)

Eﬁt]nhgﬁggsdinﬁgilm Can receive emai, 41 Rodriguez Jes |6 days 2days 23hrs 29mins |0 mins Delayed
[MPodwontumont  EFerechFo  14days SRS NSNS 5 mins Processing
[99] MacBaok Pro: How to install memory SN acobs Jab  2days  ElEESRSHMMMNN 5 s 50 mins G
Company: KiloStar Engine (4)

giu;oziwnload: R R info@assistmy! 1 day 16 hrs 27 10 days 5 hrs 23 mins g :1?:: s
gﬁi]e':é?:ibeleshoohng the MacBook Air 45 Kovacs Serbia 9 days 2days 23hrs 29 mins 0 mins -
[51] Troubleshooting the MacBook Al 51 Lefebvre Frenc 19 days 2days 23hrs 29ming 0 mins

SuperDrive 55555

Company: Michellin Fashion (6)

[39] Troubleshooting the MacBook Air

SuperDrive 38 Virtanen Singh |15 days

2 days 23 hrs 29 mins

Delayed

Frozen

0 mins
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Step 8. Archive old cases to database or PST

Over time, the Personal Helpdesk folders (in Exchange) will be accumulated with support cases mostly resolved ones. You can
either archive the old case items to a PST file or can export the case data to an external database such as Oracle, SQL or Access.
Archiving periodically keeps the exchange folder from getting too big and unwieldy, which could cause Exchange/Microsoft

Outlook performance to slow down.

[/ Archive Cases

(O Archive to another Shared/Public Folder

Specify a PST file

(@ Archive to a PST

Forperformance, archiving of old resolved cases and emails is recommended. Choose one of the archiving option below

IC:\Users\user\Desktop\hest\THO\Ard'livedCases.pst

;@ Archive resolved Cases/Emails | Retrieve Archived Cases/Emails

Filter | Till this date v

AllCases resolvedbefore I 1/19/2017 E~ I ‘ &7 Show Cases
Case # Subject Closed on
™ _:@4 [4] Useful keyboard and trackpad tips and... 1/14/2017 3:14:00 PM
Q 59 [59] How to setup AirPort Base Station an...  1/14/2017 12:38:00 AM
%] 260 [60] MacBook Pro: How to install memory 1/10/2017 12:38:00 AM
1261 [61]iPod won't turn on! 12/30/2016 12:38:00 AM
QGZ [62] How to install applications using the ...  1/10/2017 12:38:00 AM
_@63 [63] How to Use non-standard discs in opt...  1/8/2017 12:38:00 AM
64 [64] How to install applications using the ...  1/2/2017 12:38:00 AM
_@65 [65] How to enable DVD or CD Sharing fe...  12/31/2016 12:38:00 AM
™ _:QGG [66] Where can I find the external portsi...  1/8/2017 12:38:00 AM
P67 [67] Troubleshooting the MacBook Air Sup...  12/31/2016 12:38:00 AM .
%] 268 [68] Useful keyboard and trackpad tips an... 1/15/2017 12:38:00 AM * ®
e [69] Useful keyboard and trackpad tips an...  1/14/2017 12:38:00 AM &
r._/' ! -&"ﬂ TN Umiss bmimmdball mmmlimabimme i Hm 114279047 117.20.AN0 AN ’

@
[] select all [[] Use date to name the sub-folder of the archive

Select the folder or enter a new one & Archive Exit

Pagelo
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“’_—,f Request for support

. @ Personal Helpdesk

for Dutiook

Reply with a resolution

2. Requirements

Personal 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 to your system.

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

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

Outlook Version Outlook 2016, 2013, 2010, Outlook 2007. Personal Helpdesk operates directly inside the
Microsoft Outlook application (using Microsoft's "COM add-in" technology). Outlook
Express is not supported.

.NET Framework Microsoft .NET Framework 4.5 or Higher.

Pagel 1
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Request for support

3. Installation Steps

Reply with a resolution

Personal Helpdesk

for Outiook

Personal Helpdesk system is installed on individual computer as an add-in extension to Microsoft Outlook. No database, file server is

required. Download link: https://www.assistmyteam.net/PersonalHelpdesk/download.asp

There are two setup types based on the bit-ness of your Microsoft Office:
PersonalHelpdeskSetup_x86.zip (for 32-bit Outlook 2007, 2010, 2013, 2016)
PersonalHelpdeskSetup x64.zip (for 64-bit Outlook 2010, 2013, 2016)

Extract these file contents to a file folder.

Step 1. Run the PersonalHelpdeskSetup_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.

ﬁ! Personal Helpdesk for Qutlock x64 Setup
.

%

'}

Welcome to Personal
Helpdesk for Outlook x64
Setup Wizard

The Setup Wizard will install Personal Helpdesk for Qutlook
%64 on your computer. Click Mext to continue or Cancel to
exit the Setup Wizard.

< Back Mext = I [ Cancel

-,

Step 2. Select the appropriate destination folder where the application files will be installed. (Note: by default, it will be

installed under your application data folder)

-
‘ﬁ' Persomal Helpdesk for Outlock x64 Setup = =

Select Installation Folder
This is the folder where Personal Helpdesk for Outlook %564 will be installed.

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

Folder:

IC:1|.I_.Isers‘|,user\AppDaE‘lRnaming‘lﬁ.ssisﬂﬂyTeam\Persunal Helpdesk f Browse. ..

Advanced Installer

< Back H Mext = ] [ Cancel

>


https://www.assistmyteam.net/PersonalHelpdesk/download.asp

Do more with your Outiocok
Not just emails, but phone calls, SMIS
Leverage Outlook | Exchange | Web Reply with a resolution

~d *’

Request for support

Personal Helpdesk
for Dutiook

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

|'\

‘ﬁl Personal Helpdesk for Outlook x64 Setup | 2
o ‘
ﬂ. |

Please wait while the Setup Wizard installs Personal Helpdesk for Qutlook x64. This
may take several minutes.,

Installing Personal Helpdesk for Qutlook x64

Status: Copying new files
—

Advanced Installer

« Back || Mext = | I Cancel I

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

‘ﬁl Personal Helpdesk for Outlock x64 Setup | 2 |

b

Completing the Personal
Helpdesk for Outlook x64
Setup Wizard

Click the Finish button to exit the Setup Wizard.

< Back |[ Finish I | Cancel

Page13
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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 dialog box, offering you two choices:

Personal Helpdesk @

Please choose an option below to continue:

Loy Click this button to create new Helpdesk folders under your
Use New Public Folder or Shared Folder.
Helpdesk folders

Click this button to use existing Helpdesk folders, which

Use Existing was previously configured under & Public Folder or Shared
Helpdesk folders | Folder.

O Create New Personal Helpdesk folders — Click this button to create new Personal Helpdesk folders (i.e., Ongoing Cases,
Resolved Cases, KB, Schedules etc.) which are customized with Personal Helpdesk specific fields, views and forms.

Follow step 6 to further go ahead with the configuration.

@ Use Existing Personal Helpdesk folders — Click this button to use an existing Personal Helpdesk folder (i.e., Ongoing
Cases, Resolved Cases, KB, Schedules etc.) which had been already configured by you from earlier installation. You will
be given the option to select the existing Personal Helpdesk root folder, to link up the Personal Helpdesk add-in with

the existing Personal Helpdesk folders and database.

|4 Please specify the Personal Helpdesk folder and press Continue.

Thank you for selecting Personal Helpdesk for Outlook!

been configured by your administrator in an Exchange public folder or shared mailbowx folder.

It appears you have just installed Personal Helpdesk tool. To start working with support cases, the Personal
Helpdesk System needs to be fed with the path of an existing 'Personal Helpdesk” folder, which might probably had

Selected Path j Lato Scan Browse
“rfo@Assist My Team. MET Persaonal Helpdesk
You have selected a possible candidate folder! Click "Continue
Continue =
Try Later

Either you can auto scan oto search for the first available Personal Helpdesk folder. If you already know the location

of the existing Personal Helpdesk folders, you can simply click the ‘Browse’ 9 button to specify it from your Outlook

and then click ‘Continue’. Steps 6 and 7 would are not applicable, with this route.

o
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for Outiook

Step 6. A folders Installation Wizard dialog (as seen below) enables you to customize the name of the parent Personal Helpdesk
folder that will be created. By default, it has a title of 'Personal Helpdesk'.

-
_g Mew Folder Installation Wizard

=)

DN4dinelpdesKx

"“"'-“"-_h__‘_____._,x © Withthis wizard, you caninstall Personal Helpdesk folders, views and forms to an
" “= Exchange public folder or shared mailbox folder in Qutlook. This is usually done
4 # _ after the end of the installation. However, you can use this same utility to install
" H\/ multiple Persanal Helpdesk folders.
p Ty
e
: Choose thelanguage of the Outlook forms and views, to install
-\-‘-“"lu. »
. |Engiish v
|
Specify a title for the Personal Helpdesk Root Folder L

Thank you for choosing Personal Helpdesk for Outlook

ersonal Helpdesk

Click 'Next'to pick an Outlook root faldertoinstall the Personal Helpdesk Falders.

M ext Cancel

= ||

)|

Further, you can choose the language specific Outlook forms and Views to install. The following languages are supported:
English, Espafiol, Norwegian, Danish, Dutch, Deutsch, French, Finnish, Swedish, Portuguese.

Step 7. Clicking 'Next' button would enable you to select an Outlook parent folder where the specified Personal Helpdesk root folder

would be created. Hence make sure you have adequate rights over the selected folder to create a new folder.

Cf=]
5] Inbox \“h.
b3

F B
Select Folder Iﬂ 4 Support
(=] Inbox
Folders: [ Drafts

>[4 Sent Items

= \a] Deleted Items
Do Ny 3
[= sent Items :: L@ Junk E-mail
'~
3] Deleted Items v L& mails copy
-
Calendar (22) Ny e (3] Outbox
3| Contacts - S,
B 1 : " Selectthe parentfolder > 4 [ Personal Helpdesk
L“_. JDULHS i F under which the Lgl History Ongoing
| Junk E-mai \ \
-8 i l'\ Personal Helpdesk L&) History Resolved
mails copy "\\ folder will be placed -
Motes LQ
(= Outbox Lal Ongoing Cases
LQ RS5 Feeds Lgl Resolved Cases
< —— T Ll Schedules
L Lol RSS Feeds

The tool would then copy Personal Helpdesk subfolders, forms & designs, views etc. from the Personal Helpdesk PST template file. It
would look like the followings layout (right side):

NOTE: When you start Outlook, if you are not prompted for the option to copy a new Personal Helpdesk folder, or choose existing
one, then most likely, there might be remnants of earlier installation. In such scenario, go to Outlook > Personal Helpdesk menu and
click ‘Copy a New Personal Helpdesk folder’. That will manually invoke the wizard tool for copying a new Personal Helpdesk folder

to your Outlook

L)
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Reply with a resolution
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The installation and configuration in your Outlook is performed ) I — (=]
successfully. You can now choose to load the demo samples
from Outlook > File > Personal Helpdesk > Demo Cases. Specify the number of demo cases to be loaded
You can specify the number of sample ticket items to be Ongoing Cases 10 -
created for Ongoing Cases/Resolved Cases as well as KB
articles. Loading the demo cases will also load a sample Resolved Cases 10 v
data/configuration under Callers List, Assets List, and
Problems List etc. You can of course delete these sample KE ltems 10 -
cases and data later on when you want to use for your live
support. ’ jLoad ] ’ Exit

The screenshot below lists all the files that are installed on the system.

The add-in files are targeted under current user’s application data folder.
E.g. C:\Users\[USER]\AppData\Roaming\AssistMyTeam\Personal Helpdesk for Outlook (x64 or x86)

= . % Users » user » AppData » Roaming » AssistMyTeam » Personal Helpdesk for Outlook x64

‘ganize * Include in library - Share with - Burn Mew folder
. Public *  MName Date modified
4 B user . .
%) AddinExpress.M30.2005.dI1 1271172012 4:08 PM
4 . AppData ~
e |%| adxloader.dll 11/26/2012 2:33 PM
. Loca
|| adxloader.dll.manifest 7/8/2013 &:58 AM
) Locallow .
_ |%) adxloaderbd.dll 11/26/2012 2:34 PM
4 . Roaming ) ~
[ adxregistrator.exe 11/28/2012 7:00 PM
| Adobe
) %) AMTLib.dll 8/2/2013 6:08 PM
4 AssistMyTeam ~
|% AMTLiba4.dll 8/2/2013 6:15 PM
. Personal Helpdesk for Qutlook ~
% AMTWebEditNET.dIl 6/11/2013 1:49 PM
. Personal Helpdesk Resources )
o |%| AssistMyTeam.PersonalHelpdeskCommon.dll §/12/20131:32 PM
T @ AssisthMyTeam.PersonalHelpdeskHelper.exe 8/12/2013 1:32 PM
i oDa = -
N i AssistMyTeam.PersonalHelpdeskOLAP. exe 8/12/2013 1:32 PM
| Identities

8/12/20121:32 PM
3/20/2002 12:52 AM
11/26/2012 10:42 ...

|%| extensibility.dll
.M di
acromedia |%| FarPoint.CalcEngine.dll

. Media Center Programs ) FarPoint.Exceldl

[ I

Template PSTs/Forms/Web Access files under current user’s application data folder.
E.g. C:\Users\[USER]\AppData\Roaming\AssistMyTeam\Personal Helpdesk Resources

Eil & 55D (C) » Users » user » AppData » Roaming » AssistMyTeam » Personal Helpdesk Resources

Share with =

Organize = Include in library - Burn Mew folder

~

. Personal Helpdesk for Qutlook x64 -
. Personal Helpdesk Resources
, Teamn DataPublisher Admin Tool (xG4)
; Team DataPublisher User Tool (x04)
. Team Helpdesk Cached
. Team Helpdesk Resources
. Team Helpdesk 5P Cached
. Teamn Helpdesk 5P Resources
; Team TimeSheet Client 5P (x04)
. Teamn TimeSheet Manager 5P (x64)
| AssistMyTearn_SME_Sclution

ATT

>

Mame Date modified

|] AMTEnowledgeBasePersonal fdm

|] AMTSupportCasePersonal.Closed.fdm
|] AMTSupportCasePersonal fdm

B cws.zip
PerscnalHelpdeskPST.Dutch.pst
PersonalHelpdeskP5ST.Finnish.pst
PerscnalHelpdeskPST.French.pst
PerscnalHelpdeskPST.German.pst
PersonalHelpdeskPST.Morwegian.pst
PerscnalHelpdeskP ST, pst

12/10/201312:34 ...
12/10/2013 12:34 ..,
12/10/201312:34 ..,
8/11/2013 5:06 PM
12/10/2013 12:25 ...
12/10/2013 12:25 ...
12/10/2013 12:25 ...
12/10/2013 12:16 ...
12/10/201312:25 ...
12/10/201312:34 ...
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4. Administrative Settings

The Personal Helpdesk add-in include list managers to customize the contents of all drop-down boxes on the help desk form,
predefined answers, templates for outgoing emails and SMS, notification options, incoming emails monitoring, messaging, custom
fields etc. Besides managing the settings and drop-down lists, it is responsible for monitoring email folders and mailboxes for
automatic processing of incoming emails to support cases, as well as processing web requests coming from Customer Web Service
(CWS) website (if configured).

Personal Helpdesk Menu
The Personal Helpdesk menu serves as the gateway for launching most of the functionalities and tools available in Personal

Helpdesk for Outlook. In Outlook 2016, you would find the Personal Helpdesk menu in the backstage file button, as shown

below.

Personal Helpdesk - Info@AssistMyTeam.NET - Outlook

@ Configure drop-down Managerial Tools
lists and settings
Info .
bt Centralized i
Open & Export I administration of Contact Manager
i . the helpdesk - all
i Satess et from the comfort of

E3 Custom Fields  JR®101{[s]s] ,®|

........

= Origins List Search Cases

Origin Options
| - 1
Office &ty ¥
Statisti
£econnt Personal Settings amsties
Feedback L - |
[ Problems list [}‘
Support &% Technicians list
Summary Reports
(7] Access Control
Options R
[I5; Mobile Messaging 7 Archive Cases
Notification Options al Demo Cases
Personal .
Helpdesk (3 Predefined Answers New Personal Helpdesk Folder
Service Level — Reset Connection
| Templates Manager @ Help Topics
(3 Web Access [ Video Tutorials
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- Request for support

& Personal Helpdesk

Reply with a resolution

4.1 Assets Configuration and Tracking

The helpdesk is a vital part of the company who wants to get the most out of its IT assets. The assets list allows you to track and
manage support request from your internal users for quick resolution to the case. There are 5 asset fields available out of which 4
are customizable according to your need. Out of the 4, 2 of them are drop-down fields. In the above screenshot, we have taken the
example of computing resources used by internal staffs. We have customized the 2nd and 3rd fields as Asset type and Asset OS,
which takes a drop-down list. Both the drop-down lists are available on the right. The 4th and 5th fields (e.g. Asset IP, Asset Make)
take the normal text data.

Page18
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The titles of these customizable fields can be set in 'Asset Fields' settings.

= Administration Panel : Assets — O *
A:F:hf SL;ES‘E g;l: Fﬂ Reset Columns Size
Name O Type & 05 ") Make " IP 2| Twe 05
1 |Lab1 System 12 IEomputers « | Vista Ultimate || 192.168.1.5 DELL Type 0 =
2 | Labl System 13 Computers « | Windows XP Prg.. | 19216816 DELL 1 [Computers
3 |Labl System 14 Computers w | Windows XP Prg.. | 192.168.1.7 Compaq 5 FPhotoCopiers
4 |PhotoCopier at Libri PFhotoCopiers |+ | Not Applicable | DELL 4 Printers
5 |PhotoCopier at Libri Projectors « | Mot Applicable |.- DELL 4 | FProjectors
g |Printerat Lab1 Printers « Mot &pplicable |..|152.168.1.158 HF 5
7 |Printer at Lbrary Le Printers « | Mot Applicable |..|192.168.1.168 DELL e
g |Printer at Library Le Printers « Mot &pplicable |.. | 152.168.1.167 DELL =
g |Printer at Flute lab Printers « | Mot Applicable |..|192.168.1.156 Canon g
10 |Printer at Library L Printers « Mot Spplicable |..|152.168.1.162 HF 9
11 |Printer at Fiano lat Printers « | Mot Applicable |..|192.168.1.155 HF 10
17 |Printer2 at Flute lab Printers « Mot &pplicable |.. | 152.168.1.157 Canon 1

% Administration Panel : Asset Fields

[ 1|
Save Exit
Tiles  Additional Fields  Additional Lists
Title for the Asset
Define titles of asset fields {(Unique Identifier)

Specify the fields name of the asset that you want to track in

ill be usedin statistics and reports.

Specify atitle for the 1st field |N3|TIE

| List o

Specify a title for the 2nd field |TYF'E

| List e

Specify a title for the 3rd field |'35

€

Specify a title for the 4th field |MakE

Bt 4 ]

Specify a title for the Sth field |IP

Add new asset added from the case form directly to Assets list. e

| a5

Refer ‘Assets'to as |1T Equipments|

Input a unique identifier name of the asset.

@
i

Input a title for the 2™ field of the asset. This takes a drop-down list which you can define under the first tab of right
side.

Input a title for the 3™ field of the asset. This also takes a drop-down list which you can define under the second tab of
right side.

Input a title for the 4™ field of the asset. This takes a static text type.
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e Input a title for the 5% field of the asset. This also takes a static text type.
6 Allow addition of new asset that was entered in the case form to the global assets list and save to the database.

o Give a title that best describe the asset or equipment you are trying to tracking with Personal Helpdesk.

Additional Asset fields

By default, Personal Helpdesk has provision for 5 predefined asset fields. However, if you need more, the you can and add any
number of secondary asset fields that takes varying data types such as text, number, yes/no, note, date or currency under Personal
Helpdesk > Asset Fields panel (Additional Fields, Additional Lists tabs). All defined custom fields are available in summary reports
and OLAP Statistics tool.

=l
Save Exit
Additional Fields | Additional Lists
Name & Type & Mandatary
il IAssetAcquired On Date/Time E [
7 |AszetCategory Text = [l
3 |AssetCost Currency = [l
4 | AssetHistory Note [+ [
5 |AssetID Text = &
g |Asszet Internal Yes Mo = [l
7 |Asset Tag Number Text ] [
8 -~ (]
9 - [
%% Administration Panel : Asset Fields
=l
Save Exit
Titles  Additional Fields ~ Additional Lists
Select a Custom List | Mew List... | | Rename List | | Delete
Equipment Type
Labs 1 |Computers
2 |Printers
3 |Routers
4 |Servers
5 | Scanners
g |PhotoCopiers
—

Page19
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4.2 Callers list

Personal Helpdesk can maintain the detail of the callers that request for support. The caller's email address is a mandatory
field and should be unique for each caller that you entered. If there has to be phone calls to callers from within Personal
Helpdesk (say, from the outlook form), the phone and mobile need to be filled up. The mobile field is also necessary if callers
have to receive SMS notifications in their mobile device. The department field has a restricted range (as being a drop-down
field) i.e., it can take only take a value from the caller categories.

: iﬁinistratiun Panel : Callers Information
A
Import A;;I}r SLaTrue E}{ FH Reset Columns Size
Email & | Display Name ¢}| Phone {} Mobile ¢} Department {}| Company ¢} Address ¢} Password {}| Default SLA& ¢} Associated Users

1 WJOHE& Les F4346001 7122323243 Human Resd .. | Angel Hear o | 118 D, Jimmy Fabc SLAZ " T
2 |Gargia@kiloh.com Gargia Deigo B4A34E002 7122323111 Customers | | KiloStar En .. | G4, Hummer A def SLAT w Choose.
3 |Anderson@youjn.ct Anderson Kay BA4E003 7122323123 Marketing |- |YouTube |..|House 45, Milly gif SLa3 “ Choose._
4 |Rodriguez@dsffd.ct Rodriguez Jes S4ME004 T122312577 Marketing | | DSFF Gym . | V4, Yemen Ros xyz SLa2 w Choose..
5 |Davis@kilutcom  Davis Wong 54MEB005 7122321124 | Procuremen .- | StarLine Tr .. 118 D, Jimmy Fabc SLA4 i Choose.
g |White@startg.com \White Sean B44E006 7122308766 Sales « | Michellin F| .. | G4, Hummer L def SLAG “ Choose..
7 |Moore@michelstar. Moore Les B434E007 7122234355 Procuremen .. | Angel Hear . | House 45, Milky gif SLAG w Choose..
g |Melson@hyder.com Nelson Kong B4246008 7122566666 Customers .. | KiloStar En .. | V4, Yemen Roa xyz SLa4 i Choose.
g |Hill@stationcom Hill Jimmy B434E009 7122330999 Studentz | |YouTube |- 118D, Jimmy Fabc 5LA3 “w Choose..

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, department, company, address, telephone,
mobile fields would be then automatically filled in the grid.

Caller Web Access (CWA) Password - To access the Caller Web Access (CWA) site from a web browser via the
internet, the caller requires a password. You can define this password in Personal Helpdesk > Callers list when a
new caller is added. Alternatively, it can be generated automatically when a new, non-existent caller is added to
the Personal Helpdesk callers list. The password can then be set to insert into the notification/confirmation email
sent out to caller first time when a support case is logged from their email/call/web submission

6 Default SLA - Each caller entry can also take a default technician. This is useful if you want to dynamically assign
this default technician to a case (just generated from an email or a web form submission) send by a particular
caller (that exist in the Personal Helpdesk callers list). This setup automatically triggers the notifications to the
concerned technician in the form of email, SMS etc.

o Associated Users — Each caller entry can be assigned with own stakeholders (or known as associated users) such
that these users also receive the caller specific notifications from the helpdesk.

Departments & Companies

Specify what all internal departments your help desk team would support incoming service requests from callers. You can
then use a category/department to associate each caller. You can also specify the default hourly rate for each department, so
that, when using statistics, you can consider this rate, besides the other two rates - technician rate and problem category rate.

Departmerts  Compary

Department < | Hourly Rate ¢ Code
1 |Armed Forces I £4.00 AF
2 | Counsellors 200 Cs
3 |Customers 8300 CR
4 |Doctors $3.00 0T
5 |Human Rescurces £5.00 HR
g |Journalists S7.00JN

L)
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4.3 Technicians List

Personal Helpdesk System needs to maintain your detail (as technician). Your name and email address are mandatory fields. If
you want to receive SMS notifications, you can enter your mobile number too.

= Administration Panel : Technicians Information

v ﬂ FH Reset Columns Size

Apply Save | Exit

Name 0! Email O HourlyRate ¢  Phone O  Mobile O
1 |AssistMyTeam Support helpdesk@AssistMy Team2 . 220, RS BETT4005544

Pagez 1
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4.4 Categories, Types and Statuses Management

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

o Allows the helpdesk to sort and model incidents that occur regularly.
e Allows for automatic assignment of prioritization such as agents, Service Level Agreements (SLA).

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 Personal 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 iy
1 |ﬁmessories I £8.00 ACC
7 | Applications &4.00| APF
3 | Desktops Computer £5.00 DESKCOMP
4 |Mobiles £20.00 MOBIL
5 |Music Players £5.00 MUSsIC
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, besides the other rate - caller department.

e Problem statuses list

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

problem so that you 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

. . . . ies |i Stat list
color with a status. And case item in Outlook that is Categories list LEes st | Problem Field

tagged with a problem status will be colorized with Status O Color Code )

the associated color. 1 Awaiting Red
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 g |Processing =

corresponding second cell (color code column).

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.

CASE# VO m | SUBJECT EMAIL CATEGORIES CALLER MA...
4 Problem Type: [nonej: 2 item(s)

13 * wj [13] Mew Download: Attachment Manag... info@assistmyteam.net |:| Deferred info@assis...

] ! # [AARCOM-9] MacBook Pro: How to remov.,, Mayer@mangostar.com |:| Invalid Mayer
4  Problem Type: iPhone: 3 item(s)

14 #* NJ [ADRIEM-14] Mew Download: Attachmen... Koch@mangostar.de |:| Frozen Koch

5 1 * [RICHARD-5] How to setup AirPort Base ... Schmidt@mangostar.com |:| Delayed Schmidt

4 ! # [4] iPod won't turn on! White@startg.com |:| Awaiting White

L)
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(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 Personal Helpdesk > Automation Options > Other Information)

Reply with a resolution

And if you preview the case or view it in the case form, you will also see the color bar in the header.

'ﬂ This message was sent with High importance,

| Frozen

From AssistMyTeam Support
Subject [TONY-12] New Download: Issue Tracker for Qutlook & SharePoint

# Message T pol.pdf (263 KE}) @E Team helpdesk clock.dook (1 ME)

11/28/2013 6:12:52 AM - Reply received from Samuel Kidman

Hello
50 if a user gets prompted to enter the license key again on a system when 1t has 2

How are licenses moved between computers?

Regards, Sam

Problem Field List

This is customizable drop-down field that is provided to complement the multiple hierarchical representation of
the problem type.

This field appear in the Outlook case form, (just like the Categorieslist Statuseslist Zone
Problem Category and type fields) and selecting a particular
problem type would automatically populate the Title |z""”E |
corresponding value for this field too. Eiais O
] ] ] ] 1 |E.ast Zone
You can change the title of this problem field. By default, it =
. ) . o 2 |West Zone
is named as 'Problem Field', but you can change it to suit its
F le, in the screenshot above, this special 3 |Central Zone

purpose. .or éxamp X " p 4| South Zone
problem field is named as ‘Zone’, and the possible values

) ) ) 5 |Morth Zone
are defined in the list.

g |Overseas Zone

When you open the case form, you will see a new field 'Zone' is now available with a drop-down field. When you
select a particular problem type, the value of this problem field (i.e., Zone) would be automatically assigned, based
on the linked relationship, that existed in the Problems list. Lastly, this new column (or field) should also be
available in the summary reports and OLAP Statistics tool.

Case ¥ Emais Time (1) Assets Related Cases (0) Associated Users () Logs (0) Motes (1) Related KB Aricles

[ case|DIEES [ Caller %% Callers list {0 GAL
Received 81212017 9:27:00 AM Email [wouters @mangostar com v|| 4
Created on 8/2/2017 5:27:00 AM [Christopher Columbus] | Apply Default [ ] Technicians [ sLa
Medified BMBI2017 9:25:42 AM [Richard Branson] First/Last Name |Wm_rtas ||Gess |
First Response BI2/2017 9:26:00 AM Display Mame |Wuuters Gess |
Case Age 105 days, 1 hours, 28 minutes Phone |54312334 | R,
Category Deskiops Computers ~ | Mobile 7122308766 || % | B
Type Mac Pro ~ | Department |Sva.-1::1_|ri’r'_.r Personels e |
Apply Default [] Technicians [ISLA  Address G4, Hummer Avenue. Miami, Florida 9884

Zone East Zone ~

Status Delayed v . - ,
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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 you can choose from and tag a support request case.

Personal Helpdesk

v
Apply

= Administration Panel : Problems

Size

=R - - RN R - T B - T R % I

—
=

1A
12

|
Problem Type PFDb|Em!E]EgDW & | Default Time | Default SLA | Ot

=

Shla::rue g;{ FH Reset Co
|Airport_Base Statiorlﬁmessories
Apple Rental Services
Apple TV Accessories
Apple Wireless Key Accessories
Apple Wireless Mol Accessories
AppleCare Services
Buy Back Scheme  Services
Complains Services
iPhone 3G Maobiles
iPhone Maobiles
iPod Classic Music Players

iFod Nano Music Players

et

ot

et

30.00 5LAS
18.00 SLA1
30.00 5LA 2
3000 5LA4
30.00 5LA 2
30.00 5LAS
18.00 5LA 2
18.00 5LA2
25.00 5041
2400 5043
32.00 5LAS
22.00 5LA1

et

St

et

Overseas Zone
West Zone
West Zone
Cwerseas Zone
East Zone
Cwerseas Zone
East Zone
Cwerseas Zone
West Zone
East Zone
west Zone

Central Zone

et

St

et

St

et

St

et

St

et

St

s

St

Code
AIRPORT

APPLERENTAL
APPLETY
APPLEKEYE
APPLEMOUSE
APPLECARE
BUYBACK
COMPLAINS
IPHOMEZG
IFHOME
IFODCLASSIC
[FODNAND

¢

for Outiook

In the Outlook case and knowledge base form, when a technician 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
your organization's support model and act as somewhat of a guiding decision tree for the caller (when submitting online
service request) and technicians etc.

Page24
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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.

Default SLA under which the problem fits into. A problem’s priority is determined by its impact on users and on
the business and its urgency. Urgency is how quickly the organization requires a resolution to the problem. The
impact is a measure of the extent of potential damage the problem can cause the organization. Prioritizing the
problem allows organizations to mitigate damage to the service level agreement (SLA) by reallocating resources as

soon as the issue is known.

Choose a default problem field (titled as ‘Zone’ in our example) from the drop-down list for a problem type.

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

recognition and tracking.
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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

E

Sav Exit
Custom Fields | Custom Lists

Custom Fields

Refer 'Custom Fields' to as

Name )] Type Q
1 |Cu stomer Internal ID IText E
2 |Inventory Info Note -
3 | Motify Customer Yes/No =
4 |Potential Sale Amount Currency ?
5 |Receipt Number Number =
g | Ship By Date/Time =
7 B
5 =

Mandatory

100000000

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 you can fill up the names
of all their clients for which projects are contracted for.

%, Administration Panel : Custom Fields

[ (|
Save Exit

Custom Fields | Custom Lists

Select a Custom List

[

Rename List ][ Delete Custom List

[F‘.egiun

[] Mandatary

Mew List...

i$>

Wl mmo s L RS

Region

|u5
UK

EL
Azia-Pacific
Others
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Personal Help ﬂ%
utiook
Case = Emails  Time (1) Assets Related Cases (0) Associated Users (0) Logs (0) Motes (1) Related KB Aticles T
[ case|DRREGS [ caller] %% Callers list | iBea | g#
Received 8212017 9:27:00 AN Email |wauter5 @mangostar.com v || 2 Last Email A
Created an BI2/2017 9:27.00 AM [Christopher Columbus] | Apply Default ] Technicians []sLa

Modified 8/16/2017 9:26:42 AM [Richard Branson] | First/lLast Name | Wouters || Gess | I:Q' Reply
First Response BI212017 9:26:00 AM Display Name |Wuuters Gess

Case Age 105 days, 1 hours, 28 minutes Phone |543-|2334 | % | ] Caller§ .
Category Desktops Computers v | Mobile (7122308766 | & [] Techniciar
Type Mac Pro ~ | Department |Securit'_.f Personels w | IE
Sl lEal [ Technicians [ISLA  Address G4, Hummer Avenue, Miami, Florida 5884 B
Zone East Zone ~ =T
e S . L Bw
Origin Weh Access | Company ||'U'|id1&||in Fashion | = || %
Priority — > [] Apply default technician —Lﬂ
Alotment Template |Nlmm ‘I 9 || =1 | m Christopher Columbus EL &I :[,
Badd | _ I
[ ] Use Default Template | I
Custom Fields (7) | osf |8 :‘E
Customer Age Group 31 to 45 = _ Othe
Region LS =] Service Level SLA3 v| -

Customer Internal 1D UST11230087 Respond By Date | 8/19/2017 v | 6:27.00 AM ||| 52 |

I e = o 1
Denim Trousers = 400 RESPONSE DURATION: 1

Mike Shoes = 120

Motify Customer
Potential Sale Amount $4600.00

Receipt Mumber 1030023
Ship By 87282013 |

e

Reply with a resolution

First response to caller was initiated in 1 minute

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

~
T

L

Build:

BREACH 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.

i3

.
L W
v

AssistMyTeam
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4.6 Access Control

In this panel, you can control what particular subset of features and options are enabled in the case form in Outlook.

%% Administration Panel ; Access Control

[ &l

Save Exit

Allow conversion of non-mail items to support cases o

FPost item
Meeting Item
Task Item

[ ] Disableballoon popup nntifimﬁnne e

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

o Allow conversion of non-mail items to support case - You can also define which particular type of Outlook items are
possible candidates for generating support request cases. By default, support requests can be generated from mail items
only. To enable other Outlook item types, select the appropriate checkboxes - Post, Meeting or Task.

Disable balloon popup notification - Disable a balloon popup notification when a major event occurred in Personal
Helpdesk System. By default, it is unchecked.

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.

Page27
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4.7 Origin List

Reply with a resolution

In Personal Helpdesk, a case could be raised from different source such as an email, phone call, contact, or from web form. In
the case form, a ‘Origin’ field is provided that shows the source of the case. You can add the number of difference origin a
case could be originated from.

== Administration Panel : Technicians Information

v B | |
Apply Save | Exit FHF‘.eset Columns Size

Hame &
|Emai| |
Task
Appointment
Contact

Phone
‘web Form

‘web Lccess

e - T+ R FE R

And further, each origin in the list can be mapped or associated with the predefined header under
Personal Helpdesk > Origin Options.

%% Administration Panel : Origin Options

B | &

Page28
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emails.

tasks.

appointments

contacts.

calls.

i$>

Save Exit
Qrigin valueto beused for cases generated from o
Email |Email o
Task | Task ~ 'e
Appointment | Appointment “ o
Address Book |Contact o o
Phone |Phone v
Technician Web Access |Web Form w
Customer Web Service |Web Access w o

Choose an origin value (defined in the Origin List) that will be associated with cases that were raised from Outlook

Choose an origin value (defined in the Origin List) that will be associated with cases that were raised from Outlook

Choose an origin value (defined in the Origin List) that will be associated with cases that were raised from Outlook

Choose an origin value (defined in the Origin List) that will be associated with cases that were raised from Outlook

Choose an origin value (defined in the Origin List) that will be associated with cases that were raised from phone

Choose an origin value (defined in the Origin List) that will be associated with cases that were raised from web

form (Technician Web Access site).

Choose an origin value (defined in the Origin List) that will be associated with cases that were raised from web
form (Customer Web Service).
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4.8 Templates Manager

Personal Helpdesk

for Outiook

Personal Helpdesk uses various templates (emails as well as SMS) for sending out notifications and reminders to callers and
technicians - both manual and automatic. Email notifications take HTML format whereas SMS notifications use plain text.
There are a whole lot of notification options for different events such as when a case is created, changed or resolved, or when
a technician is assigned to the case, or when the due date has lapsed etc. Automated emails and SMS are sent out directly
when a relevant event occurs and the whole exercise is transparent to the technicians.

. Administration Panel : Template Manager

B | &l
Save Exit

General Alerts  pllatment Template

Select Template

Template subject
|[SCD_CASENL.IMBEF‘.] 5CO_SUBJECT

@

@

Reset

Email technicians on case assignment

Email technidians on case reopening

Email technidans on due-date lapse

Email technicians on respond by date lapse
Email caller on technician assignment

Email technicians on caller reply

Email supervisars an SLA breach{Due Time)
Email supervisors on SLA breach(Response Time)
Email supervisors on New Case

Email supervisars on new technician assignment
Email technidans on KB publication

Email managers on new unassigned case

Email Managers on First Time Caller Registration
Email Supervisors on case dosure

Email Managers on case closure

SMS caller from Qutlook form

SMS technician from Outlook form

SMS caller on case allotment

MNew Case -
Print

Email caller from Qutlook form
Email technician fram Qutook form
Email caller on case dosure

SMS caller on case dosure b

EH % 2@ 9 o

B I O Font Anal

Support Case Assignment -
SCO_CASENUMBER

Dear SC0_TECHNICIANS,

This is to inform you that the support
case number 500 _CASENUMEER has
been assigned to you on SCA_NAW. You
are requested to start working on this
case at the earfiest.

Support Team

41

Placeholdervariables

SCO_CASEDESCRIFTION 'I

SCO_CASENUMBER

SCO_SUBIECT
SCO_CASEAUTHOR
SCO_DATERECEIVED
SCO_DATECREATED
SCO_PROBLEMCATEGORY
SCO_PROBLEMTYPE
SCO_STATUS
SCO_EMAIL_HISTORY_LISTING
SCO_TIMESPENT_DESCRIFTION
SCO_TOTAL_TIMESPENT
SCO_LOGS

SCO_MOTES
SCO_CALLERFIRSTNAME

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

Template
New case

Print
Email caller 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

o

Purpose

HTML template used in logging new support request case (applicable
on both manual and automatically created cases)

HTML template used when printing the support case item in Outlook

HTML template used when contacting the caller of 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

Email technicians on caller reply

Email supervisors on SLA breach (Due

Time)

Email supervisors on SLA breach

(Response Time)

Email Supervisors on New Case

Email Supervisors on case closure

SMS caller from case form

SMS caller on case allotment

SMS caller on case closure

SMS technicians on case assignment

SMS technicians on case reopening

SMS technicians on due-date lapse

SMS technicians on respond by date

lapse

SMS caller on technician assignment

SMS technicians on caller reply

HTML template used in the automated email to the caller when new
technicians are assigned or existing ones changed

HTML template used in the automated email to concerned technicians
to inform about new replies from the caller

HTML template used in the automated email to helpdesk supervisors to
inform about SLA breach occurrence on due time lapse

HTML template used in the automated email to helpdesk supervisors to
inform about SLA breach occurrence on response time lapse

HTML template used in the automated email to supervisors to inform
about a new case

HTML template used in the automated email to supervisors to inform
on the completion and closure of a case

Plain text template used when contacting the caller of a case

Plain text template used in the automated SMS to the caller to notify
about the successful logging of the support request
Plain text template used in the automated SMS to the caller to notify
about the successful resolution to the allotted case

Plain text template used in the automated SMS to the technicians to
notify when a case is assigned

Plain text template used in the automated SMS to the concerned
technicians when a resolved case has been re-opened

Plain text template used in the automated SMS to technicians when the
due date of a case is about to be overdue

Plain text template used in the automated SMS to technicians when the
respond by date of a case is about to be overdue

Plain text template used in the automated SMS to the caller when new
technicians are assigned or existing ones changed

Plain text template used in the automated SMS to concerned
technicians to inform about new replies from the caller

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 or SMS is generated from the template), the enclosed variables will be substituted by their
corresponding values. The followings list all the supported variables:

Variable
SDO_CASEDESCRIPTION
SCO_EMAILBODY
SCO_CASENUMBER

Purpose

Description of the support request case
Body of the caller email

Case Number of the generated support case
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SCO_SUBJECT
SCO_CASEAUTHOR

SCO_DATERECEIVED
SCO_DATECREATED

SCO_PROBLEMCATEGORY
SCO_PROBLEMTYPE
SCO_STATUS
SCO_EMAIL_HISTORY_LISTING
SCO_TIMESPENT_DESCRIPTION

SCO_TOTAL_TIMESPENT
SCO_LOGS

SCO_NOTES
SCO_CALLERNAME
SCO_CALLEREMAIL
SCO_CALLERPHONE
SCO_CALLERMOBILE
SCO_CALLERDEPARTMENT
SCO_CALLERADDRESS
SCO_TECHNICIANS
SCO_DUEDATE

SCO_PRIORITY
SCO_ASSETNAME
SCO_ASSETCOMMENTS
SCO_NOW
SCO_CUSTOMFIELD1
SCO_CUSTOMFIELD2
SCO_CUSTOMFIELD3
SCO_CUSTOMFIELD4
SCO_REPLIEDEMAILBODY
SCO_REPLIEDEMAILSUBJECT
SCO_WEBACCESS_LOGIN
SCO_WEBACCESS_URL
SCO_KBBODY

SCO_KBSUBJECT
SCO_KBPROBLEMCATEGORY

SCO_KBPROBLEMTYPE
SCO_KBLINK

SCO_KBCREATEDDATE

Request for support

Reply with a resolution

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
Email history listing on the current case
Description on each time that a technician spent
in working on the case

Total time spent (in minutes) on the case

Log listings related to the case

Nodes added on the case by technicians

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

Telephone number of the caller

Mobile number of the caller

Department to which the caller belongs

Full address of the caller

Technicians assigned to the case

Due date assigned to the case within which the
case has to be resolved

Priority of the case

Asset name related to the case

Comments on that particular asset

Current date and time

Custom Field 1

Custom Field 2

Custom Field 3

Custom Field 4

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

Caller login details for web access

The web URL of the Caller Web Access (CWA) site
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
Outlook link of the newly published KB article
clicking which will open the KB article

Creation date of the newly published KB article

Personal Helpdesk

for ODutiook

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

template content.

>
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Allotment Templates
Geneﬁarm Allotment Template
o e 9 Template subject
[+] [+
F ; ! | | [5CO_CASEMUMBER] SCO_SUBIECT |
Select Template Eld X2R| 9| ===1=
= —_— — — B — ;
. _
UK Customers B f 0O Font Aral * Size 1(.
US Customers

Asig-Pacific Customers

Support Case Allotment =
Confirmation -
@ SCO_CASENUMBER

Dear SCO_CALLERNAME,

This is to confirm that a support case has
been created with the number

SC0 CASENUMBER based on your email
dated SCO DATECREATED. Cne of our
technician will soon get in touch with you.
Flease login at our customer service link
SCO_WEBACCESS _URL using the
following credentials to access your cases
online:

An allotment template is used for notifying caller when a case is raised from their support request. In Personal Helpdesk, you can
define multiple allotment templates, so that one can choose which specific allotment auto-response to send to a particular caller.
For instance, if someone sends an e-mail to UK.Support@myCompany.com, you would want to inform the customer that their e-
mail will be responded to within 2 hours between 9 am and 5:30 pm GMT. If they send a new case to US.Support@myCompany.com,
you can inform the customer that their e-mail will be responded to within 3 hours between 9 am and 5:30 pm EST.

Create a new allotment template based on default content.
Create a new empty allotment template.

Rename the selected allotment template.

Delete the selected allotment template.

List of all allotment templates available.
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4.9 Notification Options

Automatic Email and SMS Notifications - Automatic email notification and SMS alerts are essential for keeping callers and
technicians informed with the progress and status of the case. Personal Helpdesk offers a whole lot of notification options for
different events such as when a case is created, changed or resolved, or when a technician is assigned to the case, or when
the due date has lapsed etc. The template for such a notification email or SMS 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
technicians. Same is the case of automatic SMS messaging.

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

% Administration Panel : Notification Options

[ &l

Save Exit

General Alerts  Attachments Assocated Users Alerts  Group Alerts  Admin Motification  Other Options

= =l ] EL. Alert caller when technicians get assigned or get changed

] = ] IE‘_ Alert caller when a case is created from their e-mailfcall

] = [F-| Alert caller when a case is closed

] = IE‘ Alert technicians when a closed case is re-opened again
= IE‘_ Alert technicians when the due date has lapsed

Alert technicians when the respond date has lapsed

IE‘_ Alert technicians when a case is assigned

Il[
0O K
L@

IE‘_ Alert technicians when caller replies to the case

Alert supervisors when a SLA breach occurs(On Due Time Lapsed)

Alert supervisors when a SLA breach occurs{0n Respond Time Lapsed)

Alert Managers when a new, unassigned case is generated

N U I A O
0 i f

Alert Supervisors when a caseis closed

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.

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

Page3 3
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Automated Email Notification Samples
Here are few samples of automated email notification as send to recipient from Personal Helpdesk

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

As soon as a support case is logged with Personal Helpdesk and saved in Outlook/Exchange, a notification email is send out
automatically to the caller (using a customizable template) informing about the detail of the generated case including the
case number.

From: John Nash On Behalf Of Support

Sent: Friday, December 19, 2008 10:48 AM

To: 'Jones@angelheart.com’

Subject: Case [1973] : Troubleshooting the MacBook Air SuperDrive

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 techrician will soon get in toudh with you.

Flease login af our customer service websife using fhe following credenfials fo access your cases onling

Weblink: hitp.#192 168 1.4 /CWSAogin. aspx
Password: 4344523
Suppart Team

Your email:

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

Jones

Email notification to caller when technicians are assigned to their cases

A simple example is when a new case is generated, and the helpdesk manager assigns it to a new technician. As soon as it is
saved and exited out of the case, Personal Helpdesk automatically send out the notification email to caller (using a

customizable template) informing about the assignment of the new technician. If existing technicians are changed, the
same notification would trigger and the caller is updated to put on the communication loop.

From: John Nash On Behalf Of Support

Sent: Friday, December 19, 2008 2:21 PM

To: Jones@angelheart.com’

Subject: SupportCase [1973] : Troubleshooting the MacBook Air SuperDrive

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
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Email notification to caller when a case is closed

When a technician marked a support case as fixed, it is closed and move to the 'Resolved cases' folder. At the same time, a

notification email is send out automatically to the caller (using a customizable template) informing about the closure of the
case.

From: John Nash On Behalf Of Support

Sent: Friday, December 19, 2008 11:08 AM

To: Jones@angelheart.com

Subject: SupportCase [1973] : Troubleshooting the MacBook Air SuperDrive

Support Case Closed Confirmation - 1973

Dear Jones,

This is to 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,

You wrote :

My MacBook won't longer write compact disc (CD). Iam also hearing an irratating sound btik tick...
every now and then when I play old COs. 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 technicians 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 in
Outlook/Exchange. Personal Helpdesk would then automatically reopen the case and sent notification email to the assigned

technicians. When reopened, the particular case would be moved from the 'Resolved Cases' folder to the 'Ongoing Cases'
folder.

From: Curtis Bruce On Behalf Of Support
Sent: Friday, December 19, 2008 3:33 PM

To: 'albert.souza@AssistMyTeam.local; JohnMiller@AssistMyTeam.local; 'JohnNash@AssistMyTeam.local'
Subject: SupportCase [1973] : Troubleshooting the MacBook Air SuperDrive

Click here to open case #1973 directly

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! Flease
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). 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 project. Thank your for your response.

Jones

Page3 5
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Email notification to assigned technicians when the due date is about to lapse

This scenario would happen when the caller replies back to a support case that had been already marked as resolved in
Outlook/Exchange. Personal Helpdesk would then automatically reopen the case and sent notification email to the assigned
technicians. When reopened, the particular case would be moved from the 'Resolved Cases' folder to the 'Ongoing Cases'

folder.

From: Curtis Bruce On Behalf Of Support

Sent: Friday, December 19, 2008 8:50 PM

To: "albert.souza@AssistMyTeam.local; 'JohnMiller@AssistMyTeam.local; "JohnNash@AssistMyTeam.local'
Subject: SupportCase [1973] : Troubleshooting the MacBook Air SuperDrive

clck hare 4207 direct
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 PM) of case #1973 (which was assigned to
you) is about fo lapse! Flease atfend to this case at the earliest.

Support Team

Jones (Jones@angelheart.com) wrote :
My MacBook won't longer write compact disc (CD). I.am also hearing an irratating sound tik fick...
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 project. Thank your for your response.

Jones

Email notification to technicians when a case is assigned

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

From: Curtis Bruce On Behalf Of Support

Sent: Friday, December 19, 2008 2:18 PM

To: 'albert.souza@AssistMyTeam.local; 'JohnMiller@AssistMyTeam.local; "JohnNash@AssistMyTeam.local'
Subject: SupportCase [1973] : Troubleshooting the MacBook Air SuperDrive

Click here to open case #1973 directly
Support Case Assignment - 1973
Dear Albert Souza,John Miller,John Nash,

This is to inform you that the support case number 1973 has been assigned to you on 12/19/2008 2:18:12
FPM. 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. Please help me rectify this problem as I am no
longer able to work on my project. Thank your for your response.

Jones

oy, .
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Here are few samples of automated SMS notification as send to recipients from Personal Helpdesk

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

As soon as a support case is logged with Personal Helpdesk and saved in
Outlook/Exchange, a notification SMS is send out automatically to the
caller (using a customizable template) informing about the detail of the
generated case including the case number.

1 )

Dear Jones, Support Case
#1973 created based on
our ernail dated 1
20192008 2:18 PM.

We will soon get in touch
with you.

SMS notification to caller when technicians are assigned to their cases

A simple example is when a new case is generated, and the helpdesk
manager assigns it to a new technician. As soon as it is saved and exited
out of the case, Personal Helpdesk automatically send out the
notification SMS to caller (using a customizable template) informing
about the assignment of the new technician. If existing technicians are
changed, the same notification would trigger and the caller is updated
to put on the communication loop.

Dear Jomes, Albert Souza,
John Miller, John Mash are
the technicians assigned
to your case #1973,

You can reach them at
6543454649, 654543443,
654545344,

SMS notification to caller when a case is closed

When a technician marked a support case as fixed, it is closed and move
to the 'Resolved cases' folder. At the same time, a notification SMS is
send out automatically to the caller (using a customizable template)
informing about the closure of the case.

Page37
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SMS notification to assigned technicians 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 in Outlook/Exchange.
Personal Helpdesk would then automatically reopen the case and sent
notification SMS to the assigned technicians. When reopened, the
particular case would be moved from the 'Resolved Cases' folder to the
'Ongoing Cases' folder.

-

'\

Suppoert case #1973 (which
was assigned to you) has
been re-opened again.
Flease attend to this case
{Jones@angelheart.com) at
the earliest passible

N

__

SMS notification to assigned technicians when the due date is about to lapse

This scenario would happen when the caller replies back to a support
case that had been already marked as resolved in Outlook/Exchange.
Personal Helpdesk would then automatically reopen the case and sent
notification SMS to the assigned technicians. When reopened, the
particular case would be moved from the 'Resolved Cases' folder to the
'Ongoing Cases' folder.

-

/a

\

The due date for case
#1973 assigned to you has
already lapsed. Please
attend to the case

(from Jones) ASAP

SMS notification to technicians when a case is assigned

An automatic notification SMS would be sent out to the assigned
technicians when cases are assigned. This includes for technicians
assigned automatically due to relationship defined between a default
technician and a problem type/caller such as support request submitted
via web form or when existing a caller sends an email.

Caller Jones
(Jones@angelheart.com)
has replied to the support
case #1973 (that was
assigned to you). Please
work on it ASAP.
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Reply with a resolution

Adding Attachments to automated notification emails

%% Administration Panel : Notification Options

[ il
Save Exit

General Alerts  Attachments  Assocated Users Alerts  Group Alerts  Admin Motification  Other Options

Attachments for Case Allotment Notification o Add files
Selected attachments to be added to the allotment notification send to the caller \
WBYTESTATION'\Builds\EULA. pdf
Q
=]
Mote: The attachment file should be lacatad in a netwark shared falder (eg. \\Server\Filz) so that other agents can f
access them from their systems Remove
files
Attachments for Case Closure Notification e
Selected attachments to be added to the case closure notification send to the caller
WEYTESTATION Builds\support-agreement. doc B
=]

Mote: The attachment file should be located in a network shared folder {eg. \\Server\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, Personal
Helpdesk add-ins of all technicians are able to access the files from their systems on the network.

9 Attachments to include in case completion notification - And likewise, you can configure Personal 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, Personal
Helpdesk add-ins of all technicians are able to access the files from their systems on the network.
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Associated Users Alerts

% Administration Panel : Notification Options

[ 3]

Save Exit

General Alerts  Attachments  Associated Users Alerts  Group Alerts  Admin Notification  Other Cptions

Alert associated users with technician specific automated notification emails

Alert associated users with callerspecific automated notification Emailsoe

[ ] BCC associated users when responding to caller through the ‘Email to Caller' template e

BCC associated users when replying to caller o
[] BCC associated users when responding to technician through the ‘Email to Technician' template 6

Often a helpdesk may have the requirement to link certain stakeholders, apart from the caller, to a support case. These can be
external vendors, contractors or secondary field technicians whose inputs or contributions are required in resolving the case.
In Personal Helpdesk, we refer these stakeholders as ‘Associated users’ and these can be added to a case, either by choosing
from contacts in your Address Book (or Global Address List - GAL).

o Alert associated users with caller specific automated notifications

Enable this option to also notify any associated users of a case with the same set of notifications that are send to
the caller.

Alert associated users with technician specific automated notifications

Enable this option to also notify any associated users of a case with the same set of notifications that are send to
the assigned technicians.

BCC associated users when responding to caller through ‘Email to Caller’ template
e Enable this option so that any associated users of a case also receive a copy of the email communication that is
send to the caller by the technician through the ‘Email to Caller’ button of the case form in Outlook.

BCC associated users when replying to caller

Enable this option so that any associated users of a case also receive a copy of the email reply that is send to the
caller by the technician in Outlook.

BCC associated users when responding to technician through ‘Email to Technician’ template
Enable this option so that any associated users of a case also receive a copy of the email that is send to the
assigned technician through the ‘Email to Technician’ button of the case form in Outlook.
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Group Alerts

% Administration Panel : Notification Options

B |
Save Exit Choose users

General Alerts  Attachments  Assocated Users Alerts  Group Alerts  Admin Motification  Other Options from Address

Book or GAL
Alert the following users when a new case is generated o

helpdesk@AssistvMyTeam2. onmicrosoft, com;bahrur @AssistMyTeam 2, onmicrosoft, com; francas @AssistvyTeam 2. onmic ‘ Choose...
rosoft.com;monica @AssistMyTeam 2. onmicrosoft. com;rehana @Assis tMyTeam 2. onmicrosoft. com

Alert the following users when a caseis closed e

helpdesk@assistMyTeam 2, onmicrosoft, com;bahrur @AssistMyTeam 2, onmicrosoft, com; francas @AssistMyTeam 2, onmic Choose...
rozoft.com;monica @AssistMyTeam 2. onmicrosoft.com;rehana @AssistMyTeam2, onmicrosoft, com|

o Alert the following users when a new case is generated
When enabled, with this feature, you can specify users or stakeholders that are to be notified once a new case is

generated. Clicking the 'Choose..." button would allow selection of the contacts from the address book/Global
Address lists etc.

NOTE: If multiple users are specified, each email address is separated by a semi colon.

e Alert the following users when a case is closed
When enabled, with this feature, you can specify users or stakeholders that are to be notified when a case is

completed and closed. Clicking the 'Choose..." button would allow selection of the contacts from the address
book/Global Address lists etc.

NOTE: If multiple users are specified, each email address is separated by a semi colon.
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Reply with a resolution

Admin Notifications

%% Administration Panel : Notification Options

R

[ il
Save Exit

General Alerts  Attachments  Assocated Users Alerts  Group Alerts  Admin MNotification | Other Options

Automatically alert the administrator when an email is received on a non-existent casein the monitored folder/mailbox o

] Automatically alertthe administrator when one tries to generate a case from an email of unlisted domains e

Automatically alert the administrator when an email fails to get process ( and moved to the conflicted email subfolder) in the monitored

folder/mailbosx o

Automatically alert the administrator when an email is received on a non-existent case in the monitored
o folder/mailbox
Enable this option so that helpdesk add-in can send a notification to the administrator (you) informing about a
non-existent case, when a reply to a non-existent case is received from the caller in the monitored list of
folders/mailboxes.

Automatically alert the administrator when one tries to generate a case from an email of unlisted domain
e Enable this option so that helpdesk add-in can send a notification to the administrator (you) if a technician tries to
raise a new case from an email that is not from the administrator approved list of domains.

NOTE: Approved domains can be defined under Personal Helpdesk > Callers List > Company tab

Automatically alert the administrator when an email fails to get processed (which then is moved to the
e conflicted email subfolder)
Enable this option so that helpdesk add-in can send a notification to the administrator (you) when it failed to
create a case from an email, or failed to add a reply from the caller to the associated case.
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Configure Alerts Workflow

S Administration Panel : Notification Options

[ gl

Save Exit
Gereral Alerts  Attachments  Associated Users Alerts  Group Alerts  Admin Motification  Other Options
Alert on 'Due Time' lapse should be sent to technicians 0

i) On Lapsed

{®) When it is about to lapse in

|2 “ | hours

Alert on ‘Response Time' lapse should be sent to technicians e
) On Lapsed

(® When it iz about to lapse in

~| hours

[ ] Farce SendfReceived action to immediately startthe automated email delivery e

[ ] Include attachments from the case to automated notification email o

Allow technician to edit the newly generated case (from email) before sending the automated alerts e
[ ] Don't use default template in replies made from Case form @

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

For instance, if you want the add-in to notify the technicians only after the due 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 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 technicians.

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

For instance, if you want the add-in to notify the technicians 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 technicians.

Force Send/Receive action to immediately start the automated email delivery
e When this is enabled, the add-in will bypass the Outlook queue to immediately start delivering any automated
email notifications. Only use this feature if your Outlook is taking time to deliver emails from the Outbox.

Include attachments from the case to automated notification email
o If enabled, the add-in will include copies of the attachments, if present in the case item, into the automated
notification emails.
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Allow technician 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 technician 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
option. When enabled, the helpdesk add-in would display the newly generated case instantly allowing the
technician to alter/add information such as custom fields, attachments or assigning it to another technician, for
example. 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.

Don't use default template in replies made from case form
If enabled, when technician 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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4.10 Advanced Options

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

¥ Administration Panel : Advanced C s
[ il
Save Exit

General  Qutgoing Accounts KB
[ ] Only process incaming emails from existing callerlistso

[ ] Only process incoming emails from domain names listed under companies Liste
Allow multiple conversionof Outlook items to supportcases in single-click

Allow multiplecases operation (Delete/Print/Resalve/KE)in single-click

[] Allow technicians to edit the time stamp when editing Time Spento

Statistic Options
Check which hourly rateto use for calculating the cost of supporting the casein statistics @
{Cosf = TimaSpant x Hafs)

(®) Technician hourly rate
() Problem hourly rate

() Department hourly rate

l:::l Company
Show Duration in Report as o
(@ days (") hours () minutes

Only process incoming emails from existing caller lists

Check this option to only process support requests coming from callers that already existed in the Personal 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 Personal Helpdesk > Callers List.

= Administration Panel ; Callers Information

& =
v I-'"-"' E'] Fﬁ Rezet Columns Size

Import | Apply Save | Exit

Email {}I Display Mame ¢| Phone ¢}| Mobile ¢| Department | Company | Address

Campbell@working Campbell Alabaste 543460117 7121111111 Professors |« | DSFF Gyms |« | G4, Hommer A
colombo@mangosti Colombo Sri 4224006 1223112577 Counsellors | | Michellin Fas . | V4. Yemen Roac

1 |ﬁ+dams@p-olicet~;pe| Ldams Kaiser 43460012 7122323343 Customers  |.. | StarLine Trar .. | House 45, Milly
7 | Anderson@youjn.ct Anderson Kay R434E003 7122323123  Marketing w | TouTube - | House 45, Milky
3 |Auer@mangostar.ct Auer Rever b4343651 7122234355 Marketing + | YouTube w T2 D0, Jimmy B
4 |Bennett@mangosta Bennett Bee 4233444 122321124 Students w | Angel Heart b | 118 D, Jimmy R
5 |Brocks@mangostar Brooks She 4435405 122312577 Secunty Persd . | Michellin Fas . | V4. Yemen Roac
6

7

9 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 Personal 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, you need to define such list of trusted domains under Personal Helpdesk >
Callers List > Company tab.
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Departments | Comparty

Company  {}| Hourly Rate & Code & Technician Domain & |
1 |Angel Heart Hospite £7.00 AHH Aaron Beit « |angelheart.com
3 |AssistMyTeam =0.00 ? assistmyteam.net
3 |DSFF Gyms £5.00 DSF Robinson Lee | |dsff.net
4 |KileStar Engine £2.00 KSE Thomas Taylar ? kilostar.com
5 | Michellin Fashion £3.00 MF Curtis Bruce | » |michellin.fr
& |StarLine Transport £5.00 STAR Mustin Jane [« |starline.com
7 |YouTube £3.00 YT George Bernard T youtube.com
8 | | A4
q -

So, when you or other technicians try to generate a new case from an email send from an unlisted domain, Personal
Helpdesk would not process and instead a popup message would be shown that the email sender domain is not trusted.
And if Personal Helpdesk add-in was monitoring a mailbox (support account for example), and when a new email is
received from unlisted domains (e.g., not in the Personal Helpdesk > Company list), the email would be moved to a
subfolder called 'Unlisted Domain Emails' for your references.

e 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, Personal Helpdesk processes a single email to support case, no matter how many emails were selected.

o 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, Personal Helpdesk processes a single support
case when such operation is initiated.

6 Allow technicians to edit the time stamp when editing time spent
By default, the time stamp of any time spent entries made in a case by technicians are read-only. That is, once a entry is
made, the technician can’t change the time stamp, though they might be able to edit the time spent value.

Time Spent |17 minutes | Add Edit @ Remove
Technician Date Description Value
154 Christopher Columbus 872572017 5:26:00 AM Demo Time 17 minutes
L

(%) Edit Time \ P

Added By Z]1ristr:| her Columbus \.\

Date [8/25/2017 9:26:00 AM +— Unchangeable

time stamp
Time Spent minutes b

But if you want to allow your technicians to edit the time stamp of the time spent entries made on cases too, enable this
option. And the ‘Edit Time’ dialog box will allow technicians to pick a date and override the existing one.
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$ Personal Helpdesk

Case - Emais Time{1) PAssets Related Cases {0} Associated Users (0) Logs () Motes (1) Related KB Adicles

Time Spent [17 minutes | Add | Edit || @ Remove
Technician Date Description Value
(L% Chrigtopher Columbus 8/25/2017 9:26:00 AM Demo Time 17 minutes
5 Edit Time ot
Added By | Christopher Columbus w
(@) Enter Duration (") Enter Start and End Time
Date | 8/25/2017 B~ | #—— Editable time
e Sy nies < stamp
Detail
Dema Time

Cancel

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 - technician rate, problem rate, department rate or
company rate. This is useful if the organization use hourly rate to pay technicians.

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

For technician rate: Personal Helpdesk > Technicians List > Hourly rate
For problem rate: Personal Helpdesk > Problems List > Categories

For department rate: Personal Helpdesk > Callers List > Departments
For Company rate: Personal Helpdesk > Callers List > Companies

o 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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Configuring Outgoing Accounts

% Administration Panel : Advanced Options

[ &l

Save Exit

General Outbgoing Accounts KR

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

l:::l None
NOTE: Outgoing emarls will be sent out from the defauf sccownt a5 configured in the fechmician s Outlook

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 fesiure, alf support fechnicians shouwld have Send on behalf permission granfed over this §roount
|.ﬁ.ssistl'~"lyTeam Support | X E

() Original Email Recipient Account e

Use the recipient account for sending out automated notification emails
{Nofa: You and others stlf nead Send on bahalf parmission on 83ch recipiant account!

In Personal Helpdesk > Advanced Options > Outgoing Accounts tab, you can specify which mailbox account would Personal
Helpdesk add-ins use to send out the automated notification alerts and replies to callers and technicians.

When you select the first option 'None', Personal Helpdesk will use the default/primary mail account that is
o 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
9 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, you need to have 'Send on behalf' rights. You do that from the windows server:
Active Directory Users and Computers > Common account > Properties > Exchange General > Delivery Options.

Delivery Options 21 x|
— Send on behalf

Grant this permission to:

A Francas Freedi Add..
P8 John Nash
A Monica Lewis

a | >

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 Personal Helpdesk to send out notification emails and responses, using the 'Original
e 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 Personal
Helpdesk processes and generates a case from each of these emails (either manually or automatically), Personal
Helpdesk will use the recipient account, for sending out the notification emails. So, when sending notification
email to Caller A, Personal Helpdesk will send it from Support account. i.e., the from: field of the email will have
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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.

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

. Administration Panel : Advanced Options

|

Save Exit
General Outgeing Accounts KB
Do not show private KBs in ‘Reply with KB' dialog box o
Do not publish private KBs to Web e

Sometimes, you might have requirements to create KB articles that deals with non-support issues. You can mark such articles
as ‘private’ to differentiate it from other KB articles. In Personal Helpdesk > 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.

How to use Remote Disc to share DVDs or CI

Discussion Developer

KB #1025 From ®Bahrur Rahman
Posted To KE
Created on |3-"1E-"2'|]1?H:26:45AM | Conversation How to use Remote Disc to share DVDs or CDs on a Mac
Modified |3f16f2ﬂ1?9:26:45ﬂ|‘u‘| | Subject How to use Remote Disc to share DVDs or COs on a Mac
Category |Accessnries v |
Type |T|me Capsule v | How do I install an application using a remote disc?
.
Reso,un'ﬂn:
Edit Soluti
= Ed o To install Remote Dise on a Mac or Windows-based comp
Forward
= & Save & Exit Products Affected
EI : Mac O5 X 10,4, MacBook Air, Mac O5 X 10.5, Microsoft Window

Do not publish private KBs to Web
e Enable this option to exclude private KB articles from being published to the online KB module of Customer Web
Service (CWS) site.
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4.11 Automation Options

With the Automation Options, you can configure the helpdesk system for on-the-fly assignment of due dates on new cases,
set email processing workflow, add reminders to your calendar — and increase productivity of the helpdesk.

E

Save

%4 Administration Panel : Automation Options

2l

Exit

Mew Case Emaill Technidans Other Information

Due Date for newly created cases o

O Assign current DatefTime
(® Schedule

| 1

| days W

(Outside of 5LA)

() Assign the current or next available Working Hour

O Mane

Respond By Date for newly created cases e

O Assign current Date/Time
(@ Schedule

| 3

| hours e

L)

(Outside of SLA)

() Assign the current or next available Working Hour

() Mone

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.

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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Configure Email post processing workflow

%% Administration Panel : Automation Options

[ 2

Save Exit

Mew Caze Emal  Technidans Other Information

When processing e-mails to support cases
(Only applicable to manual conversion) A

(®) Leave the original email intact

() Movethe original email to the history folder

(Only applicable to Auto conversion) E
(®) Movethe original email to the history folder

() Leave a copy of the email under 'Processed Emails' subfolder

When updating email replies to existing case in auto mode e
If the particular case does not exist, Team Helpdesk should

(®) Generate a new case from the email

(") Movethe original email to the "UnProcessed Emails' subfolder

0 Once a case is raised from an email using the ‘Convert to Case’ button (Manual conversion), choose if you
want to move the original email or its copy (from which the support requests were logged from) to the Personal
Helpdesk Email History folder. If you want to preserve a copy of the support request email in the Inbox
permanently, choose the first option ‘Leave the original email intact’ so that you and others will continue to have
access to that email.

E If the case was raised automatically from an incoming email in a monitored Inbox, choose if you want to
move the original email or its copy (from which the support requests were logged from) to the Personal Helpdesk
Email History folder. If you want to preserve a copy of the support request email in a subfolder permanently,
choose the second option ‘Leave a copy of the email under ‘Processed Emails’ subfolder’ so that you and others
will continue to have access to that email.

When the helpdesk add-in encounters an email from the caller (that contains a Case ID in the subject), and if the
6 particular case ID does not exist in Personal Helpdesk Ongoing/Resolved Cases folders (say, it was deleted
permanently, specify the alternative option the helpdesk add-in should do with that particular email.

Choose ‘Generate a new case from the email’ (first option) so that the add-in will ignore the reference of the non-
existent/invalid case ID and instead raise a new case from the email to generate a new case ID.

Choose the second option, to configure the add-in to move the email that contains the invalid Case ID reference to
the ‘Unprocessed Emails’ subfolder. And you can later on decide what to do and deal with it. Additionally, you can
also allow the add-in to send an auto alert to you informing about this email with invalid ID.
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Technicians Workflow

% Administration Panel : Automation Options

=

Save Exit

Mew Caze Email  Technidans  Other Information

] Automatically add due date appointment into the technician's mailbox calendar o
Thiz aption will only work if tha 32signer Azs parmission over tha fachnicians maibox

] Automatically add case task entry into the technician's mailbox task folder e
This oofion will only work if the assigner hias permission over the fechaician’s mailbox

Maintain technician due date schedule o

Chacking this aption will enabls the managar or case 3szigner fo chack for fachnician avalzbility bafore 3 due dafe can be sssignad fo
the fachnician fo finish the case. (A calandar foldar will be marntainad for each fechnrcian undar the Schadie folder]

[ ] Make mobile as the primary contact number 0

Enables Personal Helpdesk to add/update an appointment into your mailbox calendar when due date is assigned
o 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 due date reminder appointments appear in
summarized form on the main 'Outlook Today' page
when you start Outlook. This way, you get to know
which new cases are being raised and need your

attention.

Today

. b 2:00 PM Pt Due Date for case #1931 : [1981] Apple Portables: How to disconnec
In the default calendar, the due date appointments povier adapter

appear as any other appointment. The case number P+ Due Date for case #1973 : [1973] Troubleshooting the MacBook Air §

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

December 13 - December 14 &

E)

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

zm 130 Due Date for case 21381 : [1981] Apple Portables|

e Due Date for case 1973 : [1973] Trm.ﬂemmd =

When the due date appointments are about to be overdue, Outlook automatically displays reminders popup. This
way, you are alerted about the pending cases which need priority.
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771 Reminder =0
abuhtcfnrau#lﬂi?:llﬁﬂ How to install applications using th...
Start time: Saturday, December 13, 2003 10:30 AM

support case

Opentten | [__owmss |

Click Snooze to be reminded again in:

s ~

The details of a due date appointment added from Personal Helpdesk to your 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 Inthe appointment description field, there is a link to the actual case, clicking which would open the case
from the Personal Helpdesk 'Ongoing cases' folder.

e The appointment description also informs the technician about the caller, and a summary of the problem

Apponntment | Scheduing

Subject:  Due Date for case 21973 : [1973] Troubleshoots

the MacBook Air SuperDrive

Location:

Start time;
Eng time:

3evrhder:

Caller: Jones@angelheart.com
Caller: 7122323343
Problem Cateory : Notebooks

Problem Type : MacBook Pro Support case
Status : Frozen summary
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: Ine!

Enabling this option also allows you to lookup your personal calendar so that the you can assign a particular due
date on which you are available to work on the case.
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- Request for support

- Personal “B'I]f!'!_lausu!sk

Service Level SLA3 "
Respond By Date | 813/2017 ~ || 6:27.00 AM (5| M8
Due Date | 819/2017 || 9:27.00 AM F&|| F2 |:|
e Date
Select a due date Chedk Avaliabiity for John Nash{2)
i = Sunday, December 14, 2008 =]
4| December2008 _*| |ape * B
2 pen Due Date for case #1981 @ [1981] Apple Portables: How to disconnect the MagSafe & |
1 2 3 4 5 6 7
8 9 10 11 12 13 (3P
15 16 17 18 19 20 21
37 23 24 25 3% 27 2 |dem
X 1 3
TToday: 12/14/2008 5pen
|5;3mm = lspm
Due Date for case £1973 : [1973] Troubleshooting the MadBook Air SuperDrive
. -] = 7 pm
K, Cancel
8pm
Chck at any avalable tima from the
calendar to the right to select the |9 pm
due date, hd
10 pm i
X

Select Calendar to browse
(™ Schedule Calendar (v Maibox Calendar

Enables Personal Helpdesk to add/update a task into your mailbox task folder when you assign/change the due
e 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.

Enables Personal Helpdesk to maintain a schedule calendar in its own folder such that KE
e all due date of support cases is listed in corresponding calendar (bearing the Ongoing Cases

N
technician's name). Resalved Cases

When due dates are assigned or changed in support cases, appointments are added or 4 [I1 Schedules

updated in these calendars. The purpose of this calendar is to allow helpdesk you to 5] Aaron Beit
lookup these calendars for a suitable schedule such that the assighment of due date FTE] Abel Conie
take into the consideration other assignments which may already existed for that 5] Abu Hakim
particular technician. This will help prevent due date clashes and increase efficiency of .
the helpdesk staffs. 2] Adam Smith
5] Adrien Silva
] Albert Souza

Make Mobile as the primary contact number
o Enable this option to force helpdesk add-in to use mobile number of the technician (over phone) when dialing calls
to technicians from the case form or Personal Helpdesk contact manager panel.

NOTE: This is applicable only if each technician had enabled phone calls with Skype in Outlook > File > Personal
Helpdesk > Personal Settings > General tab.
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%% Administration Panel : Automation Options

=i il
Save Exit

Mew Case Emaill  Technidans Other Information

Automatically generate a random password for new caller o
Automatically add first time callerto callers list

[ ] Automatically add new problemto problems list e

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

Automatically generate a random password for new caller

o If enabled, when a new, first-time caller is encountered, the helpdesk add-in will automatically generate a random
password for Caller Web Access website for that new caller before adding that caller to the Personal Helpdesk >
Callers List.

NOTE: The Caller Web Access (CWA) site, which is a part of the Customer Web Service (CWS) site, requires a user
credential for caller to access their support cases online. You can define this credential (e.g. password) in the
Personal Helpdesk Callers list dialog.

Automatically add first time caller to callers list
e 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

e 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

o 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 Personal Helpdesk > Problems List >
Statuses List).

Categories list]| Statuses it | Problem Field

Status & Color Code &
2 |Deferred Orange
3 |Delayed Peach
4 |Frozen ellow
g |Imvalid Green
g | Processing Teal
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%% Administration Panel : Case Options

= il
Save Exit

Allotment Template for new case o

Problem Category of newly generated Case 6
Problem Type of newly generated Case e

Status of newly generated Case

Status of Resolved/Closedcase e

Status of Re-opened case 6

Status of Case on reply sent to the Callﬂro

Status of Case an reply received fromthe Caller

Status of due-date lapsed Case

Status of Case on SLA breach (On Due Time Lapsed}@
Status of Case on SLA breach (On Respond Time Lapsed) 0

Status of newly assigned Case @
Status of respond-date lapsed Case @

SLA of newly generated Case @

SLA of re-opened Case @

When a problem type is set to a case, automatically apply default values for @
[ ] Technician [ ]5La

When a caller is chosen on a case, automatically apply default values for @
[+] Technician []5La

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

Allotment 1
Applications
Office 2008
Awaiting
Deferred
Awaiting
Processing
Processing
Delayed
Delayed
Delayed
Processing
Delayed
SLA 2

SLA 4

[ ] &ssociated Users

Allotment Template for new case

> Allotment Templates.

Problem Category of newly generated case

Problem Type of newly generated case

Status of newly generated case

To add new statuses, refer to Personal Helpdesk > Statuses List.

Status of Resolved/Completed case

Status of Re-opened case

Status of case on reply send to the caller

caller.

L)

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

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

If you have defined more than one allotment templates, choose a default allotment template that will be set
automatically on newly raised cases. For more on Allotment Templates, refer to Personal Helpdesk > Templates Manager

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 Personal Helpdesk > Problems List > Categories tab.

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 Personal Helpdesk > Problems List.

Choose a particular status from the drop-down list that will be used as default value for status field on newly raised case.

Choose a particular status from the drop-down list that will be set to the case once a reply is successfully send to the
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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 case on SLA breach (on Due time lapse)
Choose a particular status from the drop-down list that will be set to the case on SLA breach of Due Time.

Status of case on SLA breach (on Response time lapse)
Choose a particular status from the drop-down list that will be set to the case on SLA breach of Response Time.

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.

SLA for new generated case
Choose a Service Level Agreement (SLA) value from the drop-down list that will be applied by default on any newly
generated case. For more on SLA, refer to Personal Helpdesk > Service Level Agreements.

SLA for re-opened case
Choose a Service Level Agreement (SLA) value from the drop-down list that will be applied to a case on re-opening. For
more on SLA, refer to Personal Helpdesk > Service Level Agreements.

When a problem type is chosen from the drop-down field in the case form, you can configure if the helpdesk add-in will
also automatically apply the Service Level Agreements (that is default and associated with the chosen Problem Type) to
the case. You can choose default technicians and SLA for each problem type under Personal Helpdesk > Problems List.

= Administration Panel ; Problems

v B | |
Apply Save @ Exit FH Reset Columns Size

Problem Type | Problem Category ¥ Default Time Default Technician | Default SLA

1 |ﬁ-.irport_Base Statiorlﬁmessories v 30.0 Thomas Taylor | SLAS v

2 |Apple Rental Services o 13.0 Tam Walker SLAT w

3 |Apple TV Accessories V 30.0 Richard Branson | SL&2 “
Category Accessores ~ | Maobile i?‘IEZB'I}E?'EJE | & | E.,L
Type Airport Base Station % ' | Department |Secur'rt'_.' Personels Vl
Apply Default [ Technicians D&% G4, Hummer Avenue, Miami, Florida 5884
Zone Overseas Zone
Status Delayed
Origin Web Access |I".'1ichellin Fashion vl
Pricrity o » Apply default technician
Allctment Template | pjlotmert 1 v || omas Tayler

[] Use Default Template

GE| || &F
| | ¢

Custom Fields (7}
EranchCost £0.00
BranchDesc Service Level SLAS _
Respond By Date  [11/24/2017 | 8:30.00 AM [2]|| ™53
Due Date [11/27/2m7 || 8:30.00 Am p& [ 2B | =
Dramab MmO

@ 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 Service Level Agreements and Associated Users (that are default and associated with the chosen
caller) to the case. You can choose default technicians, SLA and Associated Users for each caller under Personal Helpdesk
> Callers List.
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= Administration Panel : Callers Information

E v ﬂ FH Rezet Columns Size

Import | Apply Save | Exit

E— {) Display Name (| Default Technician {) Default SLA ¢ Associated Users ()

1 |Adams@policetype.co Adams Kaiser | Adam Smith | SLAZ i' Merucaicns |
2 | Anderson@youjn.com Anderson Kay | John Abraham | SLA3 E| Francas Freedi |
3 | Auer@mangostar.com Auer Rever | Tany Blair | SLAT E|
4 |Bennett®mangostar.ce Bennett Bee Aaron Beit | SLA3 M

. Wcalleslist | LHGAL |

Email |andersun@yuujn.cum ad v” #] |

Apply Default [ ] Technicians / I|:| SLA

First/Last Name | Anderson |Kayf [ |

Display Name |Pﬂdersun Kay i i |

Phone (54346003 /] IR |

Mobile 7122323123 [ ] % |[E

Department | Marketing f i w |

Address House 45, Milky bar, -71gdes. B676

Company |YuuTube j i e |

[ ] Apply defa te.ﬁcian
John Abraha

- E1ES
oSt (R =2

Service Level | SLAl > |

i
e

o
&

Respond By Date  [11/20/2017 [ 5:30:00PM [£]]| ¥5 |
Due Date [11/22/2017 || 8:30:00 AM [+]| 8 || F |

Case '~ Emails Time (1) Mssets Related Cases (0) Associ

ol @Reymr || oad ||

Associated Users

zer Name Email
& Francas Freedi Francas@amt.com
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%% Administration Panel : Case Options

[ &l

Save Exit
Default Values

Reset case Mumber Counter

Reset Case number count to Zero

) Reseat

Case ID and Prefix Code  Consolidated Conversation  Fields

Forms Other Options

Change the Case Mumber Counter

Current Counter |21 |

Change Counter | |

) Rezet

Warning! This action cant be undone once performed! Warning! This action cant be undone once performed!

Append Prefix Codein email subject e

Placement of Case ID/Prefix code in subject @
(®) Use Problem Category Code

(@) Beginning

() End

i) UseProblem Type Code
i) Use Department Code

D Company
() Usethizglobal Code

Insert Case ID and Prefix in the subject of related ariginal email e
[ ] Don'tprocess emails with invalid/non-existance Prefix Cudeo

Reset Case Number count to zero

This might be useful on certain situations such as when you are finished testing the demo cases, and want to start afresh.
Note though, this action can’t be undone.

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

Categories list  Statuses list  Zone

Prefi;; Code

Category & Hourly Rate F Code &
1 |Accessories s2.00 ACC
7 |Applications &4 .00 APFP
3 |Desktops Computer £5.00 DESKCOMP
4 |Mobiles £20.00 MOBIL

e Problem Type Code — You can define prefix code for each problem type under Personal Helpdesk > Problems List.
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= Administration Panel ; Problems

= - Prefix Code

Apply| save | Bxit Hﬂlﬂeset Columns Size

I

Problem Type | Problem Category )| Default Technician £} Default SLA L Code &
1 If-‘-.irpnrt_Base Statior|Accessories w Thomas Tayler | SLAS « | AIRPORT
2 |Apple Rental Services e Tom Walker SLAT w | APPLERENTAL
3 |Apple TV Accessories « | PRichard Branzon | SL&43 | APPLETY
4 | Apple Wireless Key Accessories e George Bernard | SLA4 w | APPLEKEYE

e Department Code — You can define prefix code for each department under Personal Helpdesk > Callers List >
Departments tab.

Depatments company T ET1X CoOde

Department ¢} | Hourly Rate
Armed Forces &4 DDJAF

Counsellors s3.00CS
Customers S300|CR
Doctors S3.0000T

| R =t

e Company Code — You can define prefix code for each company under Personal Helpdesk > Callers List > Company

tab.
Departments  Compary PrEfo COdE
Company & | Hourly Rate _C{:u:le
1 |Angel Heart Hospital E7.0014HH
5 | DSFF Gyms ' £9.00|DSF
1 | KiloStar Engine 2200 K5E
4 |Michellin Fashion £3.00MF

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 Technician Code

() Use Problem Category Code

() UseProblem Type Code

() Use Department Code

() Company
(® Usethisglobal Code

|SALE5|

For instance, you can choose ‘Use Problem Category Code’ so that the helpdesk add-in can insert the prefix code of the
tagged Problem category in the subject of the case and emails.

Page6 1

>

Back to TOC



s

Page62

Back to TOC

Do more with your Outiook
Not just emails, but phone calls, SN
Leverage Outlook | Exchange | Web

5

Reply with a resolution
>

Request for support
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=d Users (1) Logs (0) Motes (1) Related KB Aricles .
- : Ongoing Case BEEvE
m ws Callers list @GM- #116 Posted To Ongoing Cases
Email |wouters@mangostar.com v| _ﬂ Conversation [116] How to use F
.

Apply Default [] Technicians []sLa Subject [CHRIS-116] How i
First'Last Name |'||"I.|'n|_rters ”Gess | E:')' Reply Q Q

Display Name |Wouters Gess | w do | install an ap,

Call
Phone (54312334 | [ Callers » Please help!
Mobile (7122308765 || & Jeﬁh”g'zn
- refix Code .
Department |Sec1_|nt3,.r Personels ie. CHRIS Resolution:
Address G4, Hummer Avenue, Miami, Florida 5884
To install Remote Disc or
g Mark Complete
Company ||"-I'Iid1&IIir1 Fashion / v | (= @] Save & Exit Products Affﬂftﬂ
[ ] &pply default technician 5 Make KB
IEEETTNEN] [ crvstopher Columbus =% = Mac OS X 10.4. MacBook £
32 8dd FAIE Microsoft Windows Vista

Alternatively, you can also define a global fixed code that would be prefixed in al
code before the case ID in the subject of the email is disabled.

| the cases. By default, adding prefix

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.

For instance, if the department code is set as the prefix code, you and other tech

nicians can easily recognize that a

particular reply belongs to a specific department. Likewise, if the technician 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.

Ongoing Cases - Public Folders - O

Send / Receive Falder View Developer Help ' Tell me what you want to do
=5 I I ]
m mf'; IE QD IE! &E Search Clear D El o
. A N Mok SE y o AE [0 Advanced Search f d U "; \ "N_
ettings ew ar elete erge  Print ake ) Pre I}L’ CO e pgrade ew ew
- Case Complete Cases KB Current View - Cases  Email Items
Team Helpdesk - Ongoing Case Mew
All Unread | search Ongoing Cases & | Current Folder - [CHRIS-116] How to use Remote Disc
CASEID |1 DV[@ |sUBIE CALLER MAME | TECHNICIANS a Mac
5115 1 [CHRIS-116] How to use R... Wouters Gess Christopher Columbus Conversation  [116] How to use Remote Discto
17 #  [AARON-117] How to Use ... Willems Wad  Aaron Beit Posted On - Wed BA1G/Z0TT 227 A
118 b o1 [118] MacBook Pro: How t... Gomez Gover Michael Moore Fosted To Ongoing Cases
119 1 [11%] How to use Remote ... Marek Mi Christopher Columbus Delayed
120 1 [120] Where can | find the... Schafer Germ... Tom Walker
127 g [127] dsdssd fdfdfd Adam Smith How do | install an appﬁcaﬁan L
128 1 [128] Test from CWS 17th ... Reebika Chanu George Bernard Please he.fp’
129 1 [125] test case from TWA Auer Rever Alexander Buck

Insert Case ID and Prefix in the subject of the related original email

just after a case is successfully raised from that email.

>

Enable this option so that the helpdesk add-in would embed prefix code and Case ID into the subject of the original email
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Folder

Technician
Prefix Code
i.e., CHRIS embedded
along with e |D to the
original email after a case
All was raised from it

%@ | SUBJECT
4 Date: Last Wek

wax 115

[CHRI5-143] Printer not working! Please Help

Don’t process emails with invalid/non-existent prefix code

When the add-in tries to add/update a possible reply (that contains a number enclosed in square brackets) to its

corresponding case, enabling this option will skip processing those emails that do not contain a valid prefix code in the
subject.

Change the Case Number counter

Enables you to alter the current case numbering count to your specified number. Comes handy if you want the case
numbering to start from a particular number. E.g. 10000 instead of 1 (default).

Change the Case Mumber Counter

Current Counter | 142 |

Change Counter | 10000| |

55) Reset

Warning! This action can't be undone once perfformed!

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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%% Administration Panel : Case Options

=4 il
Save Exit

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

Enable Consolidated Conversation in Outlook Caseform
Chronological Ordering of New Conversation o

@ New Conversation on Top

() older Conversation on Top

Add Header Entry in the consolidated conversation for automated notification message sent e
Link Header Entry in Consolidated Conversation to Actual Mail item e
Transfer attachments from mail reply to Case item o

Add entries of new attachments in the Conversation

Add notes to Consolidated Conversation 6

Most support cases cannot be closed within a single e-mail and response. Feedback from the caller and suggestions from the
respective technicians 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, Personal Helpdesk captures the complete course of the conversation chronologically,
from all email communications received or sent (including those automated notifications sent to caller and technicians 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 technician 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.

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 technicians by the
helpdesk add-in.

Dear Francas,
Use the following steps for either issue:

1. Open Mail.
2. Choose Preferences from the Mz
3. Click Accounts in the Prefere Automated notifications
4. Click ‘Send/Receive...” butto sg?g;?g?gi:;éégizniﬁgn
the consolidated
Hope this will fix your issues. Let us know conversation
AMT Support Team

15-02-2011 5:25 PM - New Technician Assiqnma(Notification Sént to Francas F

15-02-2011 5:25 PM - Case Assignment Notification Sent tofAlexander Buck, Bal

15-02-2011 5:23 PM - Case Allotment Notification Sent to Francas F
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e Link Header entry in consolidated conversation to actual mail item
Enable this option so that the added conversation snippet is hyperlinked to the actual email item (so that it is clickable
and allows for quick access to the linked email without searching for it).

| Technicians
Tabs = List 11/18/2017 12:14:55 AM - Reply received from Wourters
o7 Edit Solution

Here are additional information and attachments that describes the issue.
g# Mark Complete

. Best R d
= 4] Save & Exit Bst Regars, Clickable link to

W{:urter5| e ==
@ Make KB the actual email
D |I"lew Attachments: ExcelDoc.xls, Summary2017.pdf
(= Print
Other Options How do | install an application using a remote disc?
FEIE: Please help!

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

2 A , , = E .
s XE e d & &= 85 8
3@ - Delete Archive  MNew Convert Addto Addtoexisting Open BResetlink Make Reply Reply with
Case tocase Case® 116 case Case #1176 to Case KB withakKB aFRAQ
Delete Team Helpdesk
Sat 1118/2017 1214 AM
[CHRIS-116] How to use Remote Disc to share DVDs or §
Reply from caller
To info@assistmyteam.net “Wourters® to the
© 2dded to Support Case 116 on '11/20/2017 12:5401 AM', p— helpdesk, with 2
attachments
A
==l ExcelDocaxls . % Summany2017.pdf .
33 KB por | 165 KB
Here are additional information and attachments that describes the issue.
Best Regards,
Wourters
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Reply with a resolution

Request for support

Ongoing Case
#116

Last Email Action

4aReply NS
[] Csllers
[ ] Technicians
Tabs =M List
7 Edit Solution

& Mark Complete
i 4] Save & Exit
|3 Make KB
D
(= Print

(Other Options

ElE

Personal Helpdesk

for Dutiook

Delayed

Posted To
Conversation

Ongoing Cases
[116] How to use Remote Disc to share DVDs or CDs on a Mac

Subject |[CHRI5-1‘IEJ How to use Remote Disc to share DVDs or CDs on a Mac
% ExcelDoc.xls . Summary2017.pdf -
30 KB por | 161 KB -

Attachments from
email reply (from
caller Wourters)
added to the
consolidated

11/18f2017 12:14:55 AM - Reply received from Wourters

Here are additional information and attachments that describes the issue.

conversation of
the case along
with the
attachments

Best Regards,
Wourters |

|I'~Iew Attachments: ExcelDoc.xls, Summary2017.pdf

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 (that is added from the Notes tab of the case form) to the conversation
threading (body field), which is then visible even when the case is previewed in Outlook Explorer window when selected.

Case | Time Spent (1) | Email History (12) Motes (1) IAssets (1) | Custom Fields | Logs (1) | Related Cases ] |

Add new note

This is @ sample note

new private

note

Existing Motes

4, Add >> |

[Added by George Bernard at 4/27/2012 12:45:00 PM]
This problem needs to be studied carefully. From the initial looks of it, the issue does not appear to be
that sericiis bt after a thoarnnnh examination Thave rome to the conchusion that this small huo leads to

This is a sample note

5/16/2012 1:16:40 PM - Note Added By Monica Lewis

Resolution:

oy, .
Back to TOC ‘ AssistMyleam

4/26f/2012 6:55:20 PM - Case Due Date Lapsed MNotification Sent to George Bernard

My iPod won't start after a prolong operation. Please help?

Make sure the Hold switch is off
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Helpdesk Fields Workflow

%% Administration Panel : Case Options

[ il
Save Exit

Default Values 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

[] origin [] caller Email [] Time Spent
[] Problem Category Caller Name [] Motes
[] Prablem Type [/] First Name [[] Assets
[] Service Level [ ] Last Name [ | Associated Users
[] Due Date [ ] Phone [ ] Department
[] status [ ] Mobile [ ] Address
[] other Field [] company
Hide Case form sections/tabs e
[] Time Spent [] Email History [ ] Motes
[] Asset= [ ] Associated Users []Logs
[] related Cases Related KB Articles

Limit user from entering their own value in the following drop down fields e

[] caller Email [] origin [] ather Field
[] company Problem Category [] status
[] bepartment Problem 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.

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

Case ¥ Emals Time (1) Assets Related Cases (0) Associated Users (1) Logs (1) Motes (1) Related KB Adicles

[ case|DIREG [ Caller %% Callers list {0 GAL
Received S202017 9:27:00 AM Email wouters@mangostar.com w ,.ﬂ
Created on BI2/2017 9:27:00 AM [Christopher Columbus] | Apply Default [ ] Technicians []sLa
Modified /2002017 12:54:02 AM [AssisthyTeam] First/Last Name [Wouters || Gess |

And below is the case form with ‘Related Cases’, ‘Associated users’, ‘Logs’, ‘Notes’ and ‘Related KB Articles’ tabs
hidden.

Case - Emails Time (1} Assetz=  Related Cases (0)

[ case|DIRRG T %< Callers list {5 GAL
Received 8/2/2017 9:27:00 AM Email woutters @mangostar.com v|| &
Created on B/2/2017 %:27:00 AM [Christopher Columbus] | Apply Default [ ] Technicians []5LA
Modified 1172002017 12:54:02 AW [AssistMyTeam] First/Last Name [Wouters || Gess |

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
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prevent entering their own. By default, technicians 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.

Case % Emails
BT
Received

Created on

Medified

First Response
Case Age

Category

Type

Apply Default

Time (1) Assets Related Cases (0) Associate

116

B2E2MT 82700 AN

S2M2M7T 9:27.00 AN [Christopher Columbus]

1202017 12:54:02 AM [AssistMyTeam]

B220MT 5:26:00 AN

110 days, & hours, 25 minutes

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

Desktops Computers e
Mac Pro f—— e
[ ] Technicians []sLa

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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B | &
Save Exit

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

Substitute the logo with your own o
Specify an image file from your network share or from the web

* |D:‘n,ﬁ.ssisﬁ'ﬂyTeam‘n,www‘n,images‘n,ﬁ.ssisﬁ'ﬂﬂeam.png s | Apply

Eg. Waerver\image\logo.gif, or http:fwww mycompany comiimages/logo.gif
Current Image 144 x 82

Data loading behaviour in the case form e

(®) Load data on demand when you navigate to a new sectionftab
Fastar foading of form, but with less information

() Load data in all sections ftabs at once
May reswlt in slower foading of form

When the Case editor form is closed o
[] Prompt to add Time Spent when closing the case form

Substitute the logo with your own
To use your own company logo or brand in the case form, you can specify an image file (JPG, GIF, PNG) located on a
network shared folder. Or, alternatively, you can use an image file located on the web.

Substitute the logo with your own
;‘; _ Specify an image file from your network share or from the web
AssistMylTeam |‘n,‘np.ssisﬂv‘lﬂeam\jmages‘nﬁ.ssisﬁ'ﬂﬂeam.png s | Apply
Eg. Waerver\image\logo.gif, or http:fwww.mycompany.comfimages/logo.gif
Current Image 144 x 82

And when you open and view the case form in Outlook, your company logo you specified above should show.

— = || = )
i Self % =5 (=} Print New Attac
a+ ]
Cither Options
Service Level SLAZ " EI
Respond By Date [ 8/19/2017 | 6:27.00 AM ||| M How do |
| | [ Please h:
Due Dat 84192017 ~ || 2700 AM 2 (| S| H-
ue e | | | | == Iil warning: SLA Breach
RESPONSE DURATION: p
First response to caller was initiated in 1 minute Resolutior
OFEN DURATION: ,
Still active, 110 days, & hours, 34 minutes since it was raised ‘,‘; To install
BREACH DURATION: AssistMyleam
Resoluticn ever due by 93 days, & hours, 34 minutes Pro dut

NOTE: Make sure you use an image path that is accessible to all technicians from their systems. This means, you can

either make sure of an image file that is located on a shared network folder (e.g., \\Server\files\logo.gif) or an image from

the web (e.g., www.company.com/logo.gif)

9 Data loading behavior in the case form

By default, helpdesk add-in implements ‘on-demand’ loading of the data in the case form for performance i.e., it will load

the data for the case section/tab as and when you click and navigate to it.

>
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However, with the second option, you can overwrite this workflow to force the helpdesk add-in to load all data
concurrently at once in all sections and tabs of the case form. Note that, with this approach, the performance might take a
hit and the case form might take longer time to load and show.

e 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 MNew Time *
Time Spent
(@ Enter Duration () Enter Start and End Time

| s

Short Description
Contacted caller, replicated the issue on hardware |

Technician | Christopher Columbus ~ |

| Cancel |
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Other Case Options

% Administration Panel : Case Options

[ 2

Save Exit
Default Values  Case ID and Prefix Code  Consolidated Conversation  Fields  Forms ~ Other Options
Automatically update Caller Information from the Case formto the Callers List
Include CC users in the notification email sent to the caller when a case is generated from an emaile
Automatically viewthe case that was re-openedin its inspector window
Don ‘treopen a closed case automatically

[ ] Automatically assign technician associated with the sender's email domain name to the new case e
[] By default, checkthe 'Disable Notifications to caller' option on newly generated cases

[] By default, check the ‘Disable Notifications to technicians' option on newly generated cases o

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

SLA Problem Categary Problem Type [] Problem Field

When importing callerinfo from GAL, use the value of the address from: 9

(@) Street field () Dffice Location field
Show Time Spent as @
(® minutes () hours

Show non-due date appointments when browsing the calendar

Check this option to show non-due date appointments when others look up the schedule availiability chart from within the case form

Please note that this option will work only when other technicians has access rights to your mailbox.

o Automatically update caller information from the case [ caller| %% Callers list (B GAL
form to the Callers List . =
Email wouters@mangostar.com e nﬂ
. . . Iy Default Technicians SLA
If enabled, the helpdesk add-in will track the changes in A_pw = [ N
. L . . . FirstlLast Name |Wuuters ”Gess |
the caller information in the cases and if required, will .
make the necessary update back to the Personal Display Name |Wouters Gess |
Helpdesk > Callers List if any of the caller information Phone |54312334 | L
was changed or added in the case. Mobile |?1223-DE?EE | (B
Department Security Personels v
Address G4, Hummer Avenue, Miami, Florda 5884
Company Micheliin Fashion e

[ ] 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.
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i Administration Panel : Callers Infermation
v 2 -
e | e e || £ Fﬂ Reset Columns Size
Email & FirsthName ¢ LastMame {}| Display Name & Phone ) Mobile & Department Company ) Addre
g1 |‘Webernec@mango Weber Swiss Weber Swiss 54112245 T122308766 Marketing + | DSFF Gyms | V4, Yeme
g2 |‘Weber@mangostar. Weber Mark ‘weber Mark 54346001 T122323343 Marketing + | YouTube + |House 45
g3 |White@startg.com White Sean ‘Wwhite Sean 54346006 T122308766 Sales + | Michellin Fashic + | G4, Humr
ga | Willems@mangost: Willems ‘Wad Willems wad 53354556 T122321124 Doctors ~ | StarLine Transp . | 118 D, Jir
g5 Winkler@mangosta Winkler Pee ‘Winkler Pee 54346233 72111111 Procurements |- | KiloStar Engine |+ | G4, Humr
I 86 |‘.'-.|'Duters@rnangnsti‘.'-.l'nuters (Gess Wouters Gess 54312334 T122308766 Security Person{ | Michellin Fashic .. | G4, Humr

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 completed state.

This is applicable and handy if you had re-opened the cases from the search panel or from the Outlook explorer window.

v, Search/My Cases

Time Period Any e
Report Type Any >
Search by Mone A
Group by Mone w
Scope @ Al () My Cases |} Search |

% Reply “GReplywithaKB | | 3 Edit122 ||| Reopen 122 | %% Delete [z Export To PDF ~ (55

Subject Case Mumbe: Technicians Category Type
Miimﬁoﬂs
Christopher ... Services
: Applications
L& [121] Mac 05 X 10.5: Can receive,.. 121 Austin Jane Accessories Time Capsule
£ 1[127] Troubleshooting the MacBo... 2 Raymond W... Desktops Com... Mac Mini

Send / Receive Falder View Help {' Tell me what you want to do
m % ?ﬂ QD Eﬂ Search Clear D
Setti;s Reopen Make Archive Merge Print Delete Eﬁ.dvanced seareh Upgr:;e
- KE Cases &3 Current View = Cases
Team Helpdesk - Resolved Cases {10.1.4.247)
> All read | Search Resolved Cases
WO W | sMelECT CALLER TECHMICIAMS | PROBLEM CATEGORY | PROELEM TYPE
E 4 Status: Belayed: 5 item(s)
E J # [121] Kac O5 X 10,5 Can recei... Anderson ... Austin Jane Accessories Time Capsule
= snla ] [122] TFnubIeshcuc-tingthe Ma... Winkler Pee Raymond Wo... Desktops Computers  Mac Mini
w + [123] MacBook Pro: How to re... Haas Kin Baldwin Bevis Maobiles iPhone
E J o+ [124] Apple Portables: How to ... Maier Raver Michael Moore Applications QuickTime
E * [125] Mac 5 ¥ 10.5: Can recei... Schmid 5c... Curtis Bruce Accessories Time Capsule

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
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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.

Automatically assign technician associated with the sender's email domain name to the new case
If enabled, helpdesk add-in will automatically assign default technician to a case based on the sender's domain address
e.g. sender@somecompany.com

Departments Comparry LI .
Company & | Hourly Rate { Code Technician {}T - Diomain )
1 |Angel Heart Hospital £7.00 AHH Asron Beit angelheart.com
7 |DSFF Gyms £9.00 DSF Robinson Les dsff.net
1 |KiloStar Engine I £2.00 KSE Thomas Tayler kilostar.com
4 |Michellin Fashion £3.00 MF Curtis Bruce michellin.fr
5 |StarLine Transport £5.00 STAR Austin Jane starline.com
g |YouTube £3.00 YT George Bernard youtube.com

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

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.

| Wcalleslist || LBGAL Ongoing Case

. #116
Email wolters@mangostar.com o »ﬂ
Lpply Default [ ] Technicians []sLa . . -
FirstiLast Name Wouters ||Gess | 4a Reply & || b
Display Mame Wouters Gess {
Phone |5431233.4 | [ Callers
LI I S |24 Avmnn=re N & i

By default, check the 'Disable Notifications to technicians' option on newly generated cases

Likewise, on specific cases or technicians, 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 technicians for new cases.

Display Mame |‘.".|'u:||_rters (Gess |

Fhone 54312334 || Rd

Mobile (7122308766 || % |[B

Department Security Personels " =l List
Address G4, Hummer Avenue, Miami, Florida 5884 ..~ Edit Solution

g Mark Complete

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 technician, SLA or problem category fields (based on the
admin enabled fields) to the case that are associated with the particular problem type.


mailto:sender@somecompany.com
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For example, here is a problem type ‘iPhone’ in the Problems List, which belongs to ‘Mobiles’ category and default
technician is ‘Aaron Beit’, and default Service level is ‘SLA 3’ and default Zone (custom problem field) is ‘East Zone’.

:= Administration Panel ; Problems

v m FH Reset Columns Size

Apply Save | BEuit

Problem Type <}| Problem Category ¢} Default Technician ¢} Default SLA &) Zone &
g |iPhone 3G Mabiles " Adam Smith sLa1 w | West Zone "
10 E;‘I:a-cnne [Mobiles " T B SLA3 . East Zone " I
17 | lassic Music Players e Abu Hakim SLAS | West Llone w

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

iPhone not charging! - Mes

Help 7 Tell me what you want to do

FED IE S E E £ Repl 2
XD B & D8 8 o.E
& x D @Replyhll ':(:-J"

Mew Convert Add to existing Make  Reply Reply with o
Raise anew ase to case case KB withakKB aFAQ E} Forward = -

case from this ’ Team Helpdesk Respond
email 4

frang@s.freedi@assistmyteam.net

’
iPhcnamt charging!
) "y
To AssistMyTeam Support -, .
L]
- "™, Problem t
Hi Support, -~ roblem type

My iPhone won’t charge. | suspect it's defective. ™ keyword lilphﬂnel
present in the

subject of the

Please help. .
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 technician and service level
(SLA) 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 Personal Helpdesk > Notification Options > General Alerts tab).

H s [AARON-144] iPhone not charging! - Discussion

File Discussion Developer

Case - Emails Time (D) Assets Related Cases (0) Associated Users (0) Logs (1) MNotes (0) Related KB Aticles

o posteaon Mon 1| NEEEER D [144 [ Galler] %% Callers list {5 GAL
Received 112002017 7:58:35 PM Email francas freedi@assistmyteam net v ,,ﬂ

Posted To Ongoing Cases Created on 1112012017 8:04:25 PM [AssisthtyTeam] Apply Default [] Technicians ] sLa

Comversation - iPhane not charging!  yogifieq 1112012017 8:04:25 PM [AssistilyTeam] First/Last Name [ | |

Subject [AARON-144] iPhone | riroy pecnonse Mo response to caller initiated yet! Display Name |Franca5.freedi@assistm)’team.net |

Case Age 0 minut , Phaone | | %
11/20/2017 7:58:35 PM - i Mob”ej B i | TS| I
Problem description received - =
from Type iPhon V| Department it
francas.freedi@assistmyteam.) Apply Default ijer zians [JslA  Address
Zone East Zone V =
Hi Suppart, Status Awating bt
My iPhone won't charge. Crigin Emai | Company w
I suspect it's defective. Priority e Apply dekaul’-':hnician
e — IEETINE) | Adron Bei 1“ Bl %
Please help. P Allotmert 1 MIE 93 Add 7
Francas [] Use Default Template ZIIE S
Custom Fields (7) Self 9 =
BranchCost r /
BranchDesc SLlELnL SLA3 V ~
Respond By Date  |11/21/2017 ~ || 5:30:00 PM || M3
Due Date [11/23/2017 || 8:30:00 AM []] [ =8 |[ =
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e When importing caller info from GAL, use the value of the address from — Street field or Office location field
With this feature, when choosing a caller from the address book, you can instruct the add-in which location field of the
contact in Global Address List (GAL) would be used to populate the Address field of the Caller in the Outlook Case form.
You can choose the Street field of the contact, or the Office location. Default is the Street field.

@ Show Time Spent in — Minutes or Hours
You can set helpdesk add-in to display the time spent on a case as minutes or hours. Default is in ‘Minutes’.

If the 'Hours' option is selected, the add-in will display the total time spent on a case in HH:MM format.

Case '~ Emalls Time(2) Assets Related Cases (0) Associated Users (1) Logs (1) Motes (1) Related KB Articles

Time Spent| [30:17 hours || Add Edit Remove
Technician Date Description Yalue
(.54 Christopher Columbus 872572017 5:26:00 AM Demo Time 0:17 hours

\;31, Christopher Columbus 11/20/2017 5:55.00 PM Contacted caller, replicated the issue ... 30 hours

m Show non-due date appointments when browsing the calendar
You can look up your personal mailbox calendar for time availability and schedules from within the Outlook case form. By
default, only the due-date specific appointments in the calendar are visible.

Enable this option to show all appointments (e.g. personal appointments) available to the assigners when the
technician’s calendar is accessed for schedule availability chart from within the case form.

Service Level SLAZ

Respond By Date | 8132017 ~ || 6:27.00AM (2| M8
Due Date [ 819/2017 [ 927.00 AM ][ =28 =
e Diate
Select a due date Ched: Avaliability for John Hash{2)
o bar2008 ¢ | lrpm sunday, December 14, 2008 * i
2 pm mmuhmtml:[xﬂummmmmuumﬁz
1 2 3 4 5 6 7
8 9 10 11 12 130 (3P
15 16 17 18 19 20 21
33 23 24 25 3% 27 33 |4pm
2 3 31
= Today: 12/14/2008 5 pen
|5;31mum = l6pm
Due Date for case £1973 1 [1973)] Troubleshooting the MacBook Alr SuperDrive
=) = 7pm
Ok Cancel
& pm
Chck at any avalable time from the
calendar to the right to select the | 9Pm
due date, hd
10 pm i
=

Select Calendar to browse
(™ Schedulls Calendar (v Maibox Calendar

NOTE: This feature only works when you enabled 'Automatically add due date appointment into the technician's
mailbox calendar' in Personal Helpdesk > Automation Options > Technicians tab.
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4.13. Service Level Agreements (SLA)

A service-level agreement (SLA) is a contract between a service provider such as a company helpdesk and a customer that specifies,
usually in measurable terms, what services the provider will furnish. It is now widely accepted that service provision and receipt
should be governed by an agreement. This is essential to define the parameters of the service, for the benefit of both the provider
and the recipient. More importantly, it should have a guaranteed response or resolution time for incidents (trouble tickets). For
example, a SLA between Webhosting Company and its customers could be —2 hrs. response time. In Personal Helpdesk, Service Level
Agreement (SLA) is designed around two dimensions ‘Response Time' and 'Due Time'.

= Adrministration Panel : Service Level >
|

=i | 24

Save Exit

Service Level  Supervisorslist  Cther Options

Service Level Agreements (SLA) e
SLa & Pricrity { Response Time ¢} DueTime ¢ [a| Helpdesk Service Hours
1 |SLAT High 15-mins -mins From | Monday o
7 |SlAZ High 4-hrs 12-hrs
7 |SLA3 Mormeal 1-day 2-days To | Friday -
4 SLAd Mormal 2-days 4-days Helpdesk Hours
SLAL L 4-day G-dan
° - o o [830:00AM  [2]][53000PM |2
i

Response Time - duration within which the assigned technicians of the case should have responded to the caller for the

o first time (after the case was logged). When a SLA is enforced to a case, the response time of that SLA would be adjusted
(added) to the 'Respond by Date' field. If the case was not responded within the stipulated SLA response time, a SLA
breach (i.e., a response time lapse) would occur and an automated notification would be sent to the supervisors.

Due Time - duration within which the assigned technicians should have closed (mark complete) the case. When a SLA is

e enforced to a case, the due time of that SLA would be adjusted (added) to the 'Due Date' field. If the case was not closed
i.e., mark competed) within the stipulated SLA due time, a SLA breach (i.e., a due time lapse) would occur and an
automated notification would be sent to the supervisors.

Helpdesk Service Hours — Enables you to specify the service days and hours their helpdesk operates. With this

6 mechanism, any automatic assignment of response by date or due date to support cases, including those triggered by an
enforced Service Level Agreement (SLA), 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 assignment will take note of the helpdesk
unavailability accordingly. When specifying a SLA to a support case, the response time or due time would be added to
the current date/time, plus any helpdesk off-hours such that, the response by date or due date is always set within the
service hours band. So, no longer you or other technicians would be sent respond by date or due date lapse or SLA
breach automated alerts in off hours of the helpdesk.

Personal Helpdesk System allows you to set and maintain SLA standards in the organization. Within the Outlook case form, you can
enforce or change a SLA on a support case based on escalation requirements. Additionally, SLAs can be assigned automatically to
newly created cases. For example, in Customer Web Service (CWS) website, end-users submitting support request via a webform
would select a problem category and type along with other information. When the submitted support request is processed in
Personal Helpdesk in Outlook, the default SLA specified for that combination of Problem Category and Type fields is enforced to the
case.

As a support case approaches an SLA Management breach, the case item appears red in the Outlook view, as well as escalation
alerts, either as email or SMS message are sent out to the concerned technicians and supervisors. This prevents any issue or request
from ever falling through the cracks and allows your team to effectively stay on top of any support cases approaching the breach of a
Service Level Agreement.



Page77

Back to TOC

Do more with your Outicok
AT AP 3 ! b Foo CAACT
Not just emmails, but phone calls, SNMIS

Leverage Outlook | Exchange | Web Reply with a resolution

Request for support

9 Personal Helpdesk

for Outiook

SLA Supervisors

To keep a tap on timely resolution of cases, you can enable notification alerts to supervisors when there is a SLA breach etc.

1 Administration Panel : Service Level
= |l

Save Exit

Service Level Supervisors list  Cther Options

Supervisors list o

bahrr@ Assist My Team .org;rehana @ Assist My Team org| Choose...

To choose supervisors, click ‘Choose’ button. This will allow you to select users from your address book or GAL.

SLA Calculation

1 Administration Panel : Service Level e

|l

Save Exit
Service Level Supervisors list  Cther Options

‘When a SLA s enforced to a case, calculate the 'Respond By Date' by adding the response time to o

{®) Current Time () Email Received Time (") Case Creation Time () Existing "Respond By Date’

‘When a 5LA is enforced to a case, calculate the 'Due Date' by adding the due time to e

{®) Current Time () Email Received Time () Case Creation Time () Existing Due Date

By default, when a SLA is applied to a case, the helpdesk add-in calculates the ‘respond by date’ field by computing the

o SLA response time to the current date/time. But you can change that so the SLA response time is applied to the request
received time of the email, or date/time when the case was generated or simply added on top of an existing ‘respond
by date’ (if it is not empty).

By default, when a SLA is applied to a case, the helpdesk add-in calculates the ‘due date’ by computing the SLA due time
e to the current date/time. But you can change that so the SLA due time is applied to the request received time of the
email, or date/time when the case was generated or simply added on top of an existing ‘due date’ (if it is not empty).

i$>
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4.14 Mobile Messaging

Short Message Service or SMS, is used by billions of people and is the most pervasive use of data on mobile phones. SMS is
convenient and cost effective for a number of reasons. When compared with the cost of airtime for voice calls or wireless web

access,

SMS is a real bargain and messages are immediately delivered directly to your phone. Personal Helpdesk system

supports dispatching automating alerts to mobile devices of the callers or technicians in the form of SMS messages.

Personal Helpdesk supports sending SMS messages using two different technologies/platforms - Skype and HTTP SMS

gateway.

3

>

% Administration Panel : Mobile Messaging 4

Save

Allow SMS messaging o

2

Exit

Default Country Code +|44 | e

(@) Use Skype to send SM5 e

With a SkypeOut account, Team Helpdesk can send SMS messages to cellphones (and land-line
phones, where available).

Input a mobile
number and click
to receive a test
Test number

message
|| &, Test

Send a test message

() Use an SM5 Email Service o

With a Email M5 gateway, Team Helpdesk can send 5MS without using a mobile phone. For Eg.
Mumber@sms.mycompany.com.

SMS Enter @ followed by the email service. (Eg. @sms.mycompany.com)
[=] Test

Allow SMS Messaging
By default, SMS messaging is disabled in Personal Helpdesk. Check this option to enable SMS messaging for your
helpdesk.

Default Country Code
Input the ISD code of your country. For example, for United States, it is 1 and for United Kingdom, it is 44. For more on
country code, click here.

Use Skype to send SMS

Sending SMS via Skype is the simplest way of enabling support for SMS messaging functionality in Personal Helpdesk. It is
cheap, convenient, seems relatively reliable too! Every technician needs to have Skype installed with valid credits to send
SMS to mobile phones. There are no specific settings that needs to be configured in Skype. The only requirement is that
it should be running with valid credits. Skype is seamlessly integrated with Personal Helpdesk i.e., the sending of SMS via
Skype is done programmatically (through Skype API) which means the technician does not perform any manual steps
during the process. The technicians won't even notice the Skype is being used during the whole process of SMS
messaging. For more on Skype SMS, visit the Skype website at https://www.skype.com/en/features/sms/.

Team Helpdesk

Caller / Technician Skype installed on add-in
technician's system
SMS =y S
| pf“,r“\iy:-‘r: Fass 5M5 message ;
to Skypa | ™ |
-'l\' ‘}'

p —


https://www.immihelp.com/nri/isdcodes/search.do
https://www.skype.com/en/features/sms/
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For the first time, when a technician tries to 5 Skype™

send an SMS (or call) to a mobile or phone Fle Account Cal Chats View Tools Help
number, Skype would automatically pop up

a message asking you if to allow the .4~ JohnNash@AssistMyTeam.com
Outlook Application (Outlook.exe) access to = 1 Plugin authorization
that Skype functionality. OUTLOOK.EXE

(£)$33.77 Skype Credit

a Mew unlimited subscriptions. Maore
You will have to select the first option 'Allow this program to use Skype' and then click OK to continue. This
setting is performed only one-time per user; subsequent access happens seamlessly to the technicians, i.e., Skype
remembers the selected option and would allow access as long as the user don't explicitly unset it under Skype >
Tools > Advanced > ‘Manage other programs access to Skype’.

S Skype™ - Another program wants to use Skype

{ﬁa Another program wants to use Skype
]

<

Another program is trying to access Skype. This program is not known to
Skype and therefore can be a potential security risk,

.I."C- L Name: QUTLOOK.EXE
Publisher: Microsoft Corporation

%) Allow this program to use Skype

) Do not allow this program to use Skype

What does this mean?

Using an Email SMS Service
Choose this option if you have an Email to SMS gateway service that allows you to turn your email into a text message
without any extra effort. All that is needed is to send an email to mobile-number@SMS-SERVICE-DOMAIN.com

For instance, 933332323 @someGateway.com where 933332323 is the mobile number to which the SMS will be sent to
and someGateway.com is the SMS gateways service.]

With this SMS option enabled, Personal Helpdesk add-in would then direct all SMS alerts (if enabled) in the form of
emails to mobile-number@[SMS-SERVICE-DOMAIN.com] after which the SMS gateway service take over to translate
email to SMS before delivering it to the mobile number.

(®) Use an SM5 Email Service

With a Email M5 gateway, Team Helpdesk can send SM5 without using a mobile phone. For Eg.
Number@sms.mycompany.com.

SMS Enter @ followed by the email service. (Eg. @sms.mycompany.com)
| | [=] Test

Special codeto be placed inthe subject of the e-mail (Optional)
|sf@#E324 |

|:| Maove Dutgoing SMSto Email Histary


mailto:mobile-number@SMS-SERVICE-DOMAIN.com
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Special Code in Email Subject - If your SMS service provider requires a special code in the email subject for recognition or
authentication purpose, you can input it in the text box (outlined in red above). Doing so, the add-in will put this special
code in the subject of the email before sending it to the SMS provider account.

SMS Gateways - If your organization does not have an in-house Email to SMS service, there are plenty of commercial
Email to SMS service providers on the web. For example, SMS Gateways shown below are for U.S. carriers only.

SMS Gateways

Alltel Wireless

mobile-number@message.Alltel.com
mobile-number@text.wireless.alltel.com

AT&T Wireless

mobile-number@txt.att.net

AT&T Mobility (formerly Cingular)

mobile-number@cingularme.com
mobile-number@mobile.mycingular.com

Boost Mobile mobile-number@myboostmobile.com
Cricket mobile-number@sms.mycricket.com
Metro PCS mobile-number@mymetropcs.com
Sprint (PCS) mobile-number@messaging.sprintpcs.com

Sprint (Nextel)

mobile-number@page.nextel.com

U.S. Cellular mobile-number@email.uscc.net
Verizon mobile-number@vtext.com
Virgin Mobile mobile-number@vmobl.com
Sending SMS to a caller

Once a SMS option is configured, you then can start sending self-composed SMS to caller based on the helpdesk requirements. For
instance, from the case form, you can click the ‘SMS’ button (mobile field of the caller) to send a custom message to the caller.

dUsers (1) Logs (1) Motes (1) Related KB Adicles

[ caller %% Callers list .0 GAL
Email wouters@mangostar.com o .ﬂ
&pply Default [ ] Technicians []s5La
FirstiLast Name |Wouters || Gess

Display Name |Wm_rters Gess

Phone (54312334 | %
Mobile (7122323343 [ ][E]
Department Security Personels >
Address G4, Hummer Avenue, Miami, Florda 3334
Company Michellin Fashion '

>

Ongoing Case L=
#116 From
Send SMS
7122323343

Message (maximum 160 letters)

193

contact you soon. Thanks - AssistMy Team Support

SupportCase CHRIS-116 dated 87272017 5:27.00 AM. Hi Wouters, your docs
had been forwarded to the branch office for verfication. Once done, | wil

Send

Cancel
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Automating SMS reminders

Personal Helpdesk can also send out automatic SMSs based on different helpdesk events such as when a case is created, changed or
resolved, or when a technician is assigned to the case, or when the due date has lapsed etc. This whole exercise is transparent to the
technicians and needs no manual intervention from the technicians. For more on automatic notifications, refer to Personal Helpdesk
> Notification Options > General Alerts tab.

% Administration Panel : Notification Options

|

Save Exit

General Alerts  Attachments Assocated Users Alerts  Group Alerts  Admin Motification  Other Options

= ] EL. Alert caller when technicians get assigned or get changed
= |4 IEIL_ Alert caller when a case is created from their e-mailfcall
= [F-| Alert caller when a case is closed

=] IEIL Alert technicians when a closed case is re-opened again
= [f-| Alert technicians when the due date has lapsed

O =1 IEIL Alert technicians when the respond date has lapsed
= [1 E5] Alert technicians when a case is assigned

0= [] | Aalerttechnicians when caller replies to the case
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4.15 Predefined Answers (FAQs)

There might be times when you just need to answer briefly to a frequently asked question from callers. Instead of framing the
answer over and over again, just imagine how easy it would be if you can compose a predefined answer lists with relevant answer
categorized by problems. With such a setup, it is very easy to reply to a support request email by just selecting the appropriate
predefined answer and embedding it to the email.

You can maintain a list of predefined answers (FAQ) to most asked help desk questions. These answers can then be used to reply to
frequent asked questions quickly without needing to compose redundant information again and again. Each predefined answer can
be specified to belong to a problem category and type. This is particular helpful to build an organized library of answers that is easy
to find in time of need.

Save

@ Adrministration Panel : Predefined Answers — O
|l

90O
i 3 Problem Categnwo Problem Type 6

Questionslist g | Sg | @

o

T How to remove the battery from my ! .
L7 How to requst access to someone els Lj lg * £ lﬁ 9 ¢

L) How to reset my iPod (one with thed) | B 7 U | Font Arial - Size 1(8pt) - A |- Black V| .4 ||:| Transpare
L My iPod won't turn on

Arcessories ~ | | Apple Wireless Mouse e
Questions guestion 0
L Cannot send message using the serv |Hnl.n.l to charge my iPod? e = Edit
L Disk is not accepted in my MacBook A '
e How to charge my iPod? Answer

- —_—
- —
- —

i
i
Il
HEP
[11
(1L
I
¥
m

—EARS

i

. To charge your iPod, connect your iPod to your computer's built-in 6-pin FireWire or high-

A powered USB port or connect it to the Apple iPod Power Adapter and plug the power adapter into an

" _ electrical outlet. Note: iPod models without a Click Wheel cannot be charged via USB. iPod shuffle
Questions List requires a high-power USB port to charge. iPod nano and iPod (Sth generation) can charge via USB

or FireWire, but they require USB to sync with iTunes. ¥ yow are connecting wia USE and the battery
is completely discharged, there may be up to 3 30-minute delay before iFod powers up. E

Frame a new question and answer.

Edit the selected question and answer.

Remove the selected question and answer from the list.

Problem Category for which this question and answer belongs to. You can choose a category from the drop-down list. To
add or modify categories, refer to Personal Helpdesk > Problems List > Categories tab.

Problem type for which this question and answer belongs to. You can choose a type from the drop-down list. To add or
modify types, refer to Personal Helpdesk > Problems List tab.

Frame your question here.

Click to edit the existing question. This will allow you to modify the existing question in an input box prompt.

The detailed answer of the question that address an issue related to the problem category or type. A WYSIWYG editor is
available to help you format the content of your answer. You can change the font, style, paragraph etc.
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4.16 Automatic Email Monitoring

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

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

The generated support cases are then stored under the exchange folder making it available to all members of your team for
collaboration. Any file attachments will be automatically attached to the problem case (Outlook item); making distribution of
inbound requests simple and informative. This way, all support submissions are captured and centralized in order to execute
efficient and effective customer service.

Email Monitoring o )
Click to select a mailbox

Define Mailboxes /Folder account from the address
Select an option o book or GAL “«
-
i) Bxchange Mailbox - Add ashared exchange user's mailbox o ) . ‘E Select Mailbox
Click to choose and email
(@) Bxchange Folder- Add an exchange public folder or a shared folder folder from Outlook ssssjp (= celect Ealder

(including Public Folders)

MWew Selected mailbox/folder
@ Contirm and Add
older arMailbox roblem Category Qrc:l:-lem Type Service Level o Active Action Mode Allotment Template

[] Onauto-generated case, assign the SLA associated with the default problem type of the monitored folder/mailbox @
(Note: default SLA, if speaiied for that folder/maifbox sbove, will be ignored)

[] Enable Personal Helpdesk tomaonitor 'Ongoing Cases'folder

Check this option to sutomatically convert incoming emails in Ongoing Cases folder to support cases. The folder needs to be
mai-enabled forthis purpose, Supports drag-drop of emails to this folder,

H Save

AssistMyTeam Support Notebooks « MacBookPro .. SLAZ e Both w | Allotment 1 o

WInfo@AssistMyTeam. Applications we | Office 2008 w | SLA 3 o Both w | Allotment 1 o

V\sales@assistmyteam Services w  Sales e ISLA 3 VI Both E « | Allotment 1 e v
Activate All De-Activate All Remove Remove All

Choose a mailbox account or email folder (such as an Exchange folder or Public Folder) from which Personal Helpdesk
add-in will raise new cases from incoming emails automatically.

Once a mailbox account or email folder is chosen, click ‘Confirm and Add’ to the list for automation.

The folder or mailbox that has been chosen for automation.

Select a particular problem category from the drop-down list that will be set to the new case as default value for
‘Problem Category’ field.

e

i
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Select a particular problem type from the drop-down list that will be set to the new case as default value for ‘Problem
Type’ field.

PS>

Level’ field.

Enable or disable the case automation workflow for the particular mailbox account or email folder. You may want to
disable the automation process temporarily on a particular mailbox or folder if for instance, a maintenance or migration
is planned.

6 Select a suitable service level (SLA) from the drop-down list that will be set to the new case as default value for ‘Service
6 The 'Action Mode' consists of 3 possible values: New, Update and Both.

A) If ‘New’ option is selected, Personal Helpdesk will automatically raise new support cases from new incoming emails
from the particular monitored mailbox or folder. With this option, only those emails without the case ID in the subject
would be processed to generate new cases. Those with Case ID info in the subject will remain unprocessed.

B) If ‘Update’ option is selected, Personal Helpdesk will only process new incoming emails that have the case ID in the
subject and accordingly, it will update the associated case item (in the Ongoing Cases or Resolved Cases folders). Emails
without the Case ID information in the subject will remain untouched. This is handy if the mailbox or folder contains or
receives emails that are unrelated to the helpdesk.

C) If ‘Both’ option is selected, Personal Helpdesk will update the existing cases as well as generated new tickets from new
incoming emails (depending on the availability of the Case ID in the subject of the email). This is the default selected
option when you add a new mailbox or folder for automation.

g You can specify a different auto-response to caller for cases raised from each monitored mailbox. For instance, if
someone sends an e-mail to UK.Support@myCompany.com, you would want to inform the customer that their e-mail
will be responded to within 2 hours between 9am and 5:30pm UK time. If they send a new case to
US.Support@myCompany.com, you can inform the customer that their e-mail will be responded to within 3 hours
between 9am and 5:30pm Eastern Standard Time.

Enable this option to enforce service level that are associated to the problem type of the monitored folder to the newly
generated cases

Check this option to automatically convert incoming emails in 'Ongoing Cases' folder to support cases. For this feature to
work, the 'Ongoing Cases' folder needs to mail-enabled. You can also drag and drop emails from other folders to the
‘Ongoing Cases’ folder and the add-in will automatically process and convert those emails to cases.

© 6
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4.17 Web Access

To allow general customers (end-users) to submit online support requests, Personal Helpdesk provides them an easy web interface
accessible through a web browser on the internet. For this feature, the web access files are placed under a new virtual directory in
your |IS server with appropriate permission over the web folder.

The Customer Web Service (or CWS which we will refer to often in this manual) is an AJAX enabled ASP.NET 2.0 website. For detail
information on how to install, configure and use CWS, refer to section 23. Customer Web Service

4 Administration Panel : Web Access

= 2] Pick the shared
Save Exit network path to the
CWS IIS folder
Customer Web Service (CWS) -
*
*
Specify the IIS network folder path for Customer Web Service o "‘.
11192, 168. 1. 4\CWS |[ 1] [ update data
Eg. WWYourServer\CWS *
.
L ]
Butomatically update CWS metadata ¥MLfiles (including web.config) 9 Update all the
Update knowledge base data XML files o XML_ metadata
Make Time Spent accessible to Caller Web Access files in the CWS
Make Email History accessible to Caller Web Access 1S folder
Make private notes accessible to Caller Web Accesse
Web URL of CWS Site o
http:/fuevewe. mycompany .com,/CWs| | Eg. http:ffwww.¥ourCompany.com/CWs/

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

Your Helpdesk Informationto be displayed in the newticket confirmation webpage: e

AssistMyTeam Customer Care
12th street, Albert Bay

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

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

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

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

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

Page85

L)

Back to TOC



Page86

Back to TOC

Do more with

vour Outiook

TR OGS - 4 . - <y
/ emails, but phone calls, SIS

rage Outlook | Exchange | Web Reply with a resolution

Request for support

Personal Helpdesk

for Outiook

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

Make private notes accessible to Caller Web Access
Enable this option so that when callers are logon to the Caller Web Access site, they can see private notes entered by
technicians in the cases allotted to them.

Web URL of CWS site

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

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

>l‘Caller Web Access (CWA) - is a part of the Customer Web Service (CWS) site, requires a user credential for caller to access their support cases online. You can

define this credential (e.g. password) in the Personal Helpdesk Callers list dialog. Alternatively, a random password can be generated automatically when a new
caller is added to the Callers list.

i$>


http://www.yourcompany.com/CWS/
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4.18 Personal Settings

% Administration Panel : Personal Settings

[ &l

Save Exit
General  Incoming Email Tracking  Qutgoing Email Tracking  User Interface  Other Options

Allow Phone Calls
ﬁ“i With a SkypeOut account, Personal Helpdesk Outlook can make calls to cellphones artelephones.

Test your phone connection
Call this test number

Default Time e 30 ~ | | minutes o

¢

Allow Phone Calls
Personal Helpdesk has built-in support for making phone calls either using Skype or attached phone to callers, technicians
or contacts in your address book. Each technician can choose either one of these techniques.

Skype can be used to make internet phone calls (VolP) with a valid Skype account. The international call charges are
reasonably prices and make sense if you have a good internet bandwidth for a quality voice over calls. Only Skype version
2.5 and above are supported. More on making calls with Skype

6 Default Time
You can specify a default time (in minutes or hours) that would be initially set as the default value for the time spent when
you try to add one in the case form in Outlook.

Case - Emalls Time(3) Assets Related Cases {0} Associated Users (1) Logs (Z) Motes (1) Related KB Adicles

Time Spent (1832 mintes ||_‘ Add | Edit @ Remove

Technician Date .,' Description WValue

L4
L4 Christopher Columbus 3/25/2017 9:26:00 AM # Demo Time 17 minutes
';\;ﬂ Christopher Columbus 112042017 5:59:00 R Cortacted caller, replicated the issue ... 1800 minutes
'4;& Assist My Team Suppo

*
5 Add New Time & x
Time Spent '
(@) Enter Duration (") Enter Start and End Time

| minutes A
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Incoming Email Tracking

% Administration Panel : Personal Settings s
T
i 2
Save Exit

General Incoming Email Tradkdng  Qutgoing Email Tracking  User Interface  Other Options

Automatically track incoming replies, and update the associated Support Case 9

Account Type
[ﬁhelpdesk@.ﬂ.ssisﬂﬂﬂeam. .. Inbox

[ﬁsuppurt@assishwteam.cnm Inbox
b1 F=bahrur @AssistMyTeamz.... Inbox (Default)

[ ] Mowve the email to Persanal Helpdesk History folder o
Nater Funchecked, the email will be ropied instead leaving the onginal email intact

Scan forunprocessed emails related to support cases in my Inbox at Outlook startup, and update the Case item e

Days before today to scan

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

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

NOTE: If there are no Inboxes shown for selection above, the most probable reason is that, the email accounts configured
in your Outlook may be of non-exchange account type like POP3, IMAP and others. In order to automatically track your
incoming email in your account, the account type should be exchange type.

o Enable this option so that the add-in (after processing the replies automatically) can move the email replies (to existing
case) from the original location (e.g., your Inbox) to the Personal Helpdesk History folder.

NOTE: Leaving a copy of the emails in your Inbox allows for quick access. And it makes it easier to reply to the issue too
from your Inbox. And the add-in will continue to track the response you send to the caller irrespective of the reply being
done from your Inbox or from the case form.

6 Enable this option to force the add-in to scan for any unprocessed replies (that has a ID in the subject) in your Inbox
during Outlook startup and automatically update the new replies to their associated cases. This is useful in situation
where the helpdesk add-in was disabled temporarily, leading to email replies to existing cases not being processed. And
once the add-in is enabled, it can scan the existing emails for any unprocessed emails.

You can specify the number of days old the add-in will scan for unprocessed emails.

L)
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% Administration Panel : Personal Settings b
[ 2
Save Exit

General  Incoming Email Tracking Qutgoing Email Tracking  |User Interface  Other Options

Automatically track outgoing replies, andupdate the associated Support Case 0

Account Type

= helpdesk @AssistMyTeam... Sent Items

= support@assistmyteam.com Sent Items
%bahrur@.ﬁ.ssisﬂﬂﬂeaml v Sent Items (Default)

[ ] Move the email to Persanal Helpdesk History falder

Note: Funchecked, the email will be ropied instead feaving the orginal email intact

e Automatically track outgoing replies and update the associated Support case
Enable this option so that responses to the caller from the helpdesk are automatically added and updated to the
corresponding case. The agent add-in will then track and monitor the chosen mailbox for any outgoing emails that were
sent to the caller. And if one is found, it will be automatically added and updated to its corresponding case item.

By default, Personal Helpdesk Agent add-in only tracks and processes the responses to callers associated with existing
cases from your primary mailbox. So, if you use other accounts to reply to cases, then you must specify those mailboxes
too. Enabling this would force your Personal Helpdesk Agent add-in to look for outgoing emails in those mailboxes too.

NOTE: If there are no ‘Sent Items’ folders shown for selection above, the most probable reason is that, the email accounts
configured in your Outlook are of non-exchange account type like POP3, IMAP and others. In order to automatically track
your outgoing emails in your account, the account type should be exchange type.

6 Enable this option so that the add-in (after processing the responses automatically) can move the email (to existing case)
from the original location (e.g., Sent Items folder) to the Personal Helpdesk History folder.
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£ Administration Panel : Personal Settings

B | &

Save Eart

General
Flacement of Toolbars in Qutook @

In Explorer Window
(®) First Placement

() Last Placement
[ ] Usea dedicated tab

In Inspector Window
{®) First Placement
i) Last Placement

[ ] Usea dedicated tab
[ ] Hide Toolbars in Inspector Window

Show helpdesk Context menu on top @

Placement of the Preview Case Form (in reading pane) @-
Right Reading Pane e
[] Hide Case Infoin preview form 0

[ ] Hide Emails History Info in the preview form @
[ ] Hide Naotes Info in the Preview form @

[ ] Hide Related Cases Infa in the |:|re'.'im.l.'Fu::nrm@I

Default l[anguage of the user interface (UI)
English

explorer and inspector windows. You can also

Incoming Email Tracking  Qutgoing Email Tracking  User Interface  Other Options

Flease note that this needs a restart of Outiook for
the new ribbon placement fo be effected

choose to place the helpdesk toolbar to a dedicated tab.

Placement of toolbars in Outlook- With these options, you can control the placement of the helpdesk toolbars in Outlook

Show helpdesk context menu on top - Enable this option to show the helpdesk context menu in topmost position when
you right-click any case or email items in Outlook. By default, the helpdesk menus are shown in bottom position. When

this option is enabled, the helpdesk menu items appear at higher position in the context menu (right-click menu).

| SUBJECT

1/2%@ |FROM
4 Date: Today
info@assist d: Personal F
@ E> COnvertto CaSe e
info@assist d: Team Tinu
Add to existing case »
4 Date: Yesterday
info@assist [® Replywithaks d: Team Help
4 Date: Last Week| V2 Reply with a FAQ

info@assist Reply All with a FAQ

info@assist Ey Copy

o assS il Guick Pink

info@assist
info@assist @_
info@assist

@ @_
info@assist

Reply
Reply All

Forward
info@assist

info@assist Mark as Unread

assist| 18

info@ H

Categorize
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If the option is unchecked, the helpdesk menu items appear at the lowest position in the context menu.

!2¥|@ |FROM | SUBJECT

4 Date: Today
info@assistm# o= mat Mo Boiantand Personal:-Help
info@assistm -2 COPY I: Team TimeSh

4 Date: Yesterday %% Quick Print

info@assistm Q_ Reply : Team Helpdes
4 Date: Last Week @ Reply All

info@assistm Q, Forward : Email to PDF f

info@assistm : Email to PDF {

Mark as Unread

info@assistm : Database Exp
[

info@assistm T Categorize » ' Email to PDF f
info@assistm |> Follow Up :Issue Trarkg

info@assistm

[5) Eind Related

info@assistm When topmost position is

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

info@assistm ‘cq Rules

info@assistm
Yl Move for easy access

info@assistm S

info@assistm

info@assistm

info@assistm

T X & P

Delete
info@assistn —am TimeSh
info@assistn Convert to case Team TimeSh
info@assistm Add to existing case » § OLAP Statisti

info@assistmr Reply with a KB Team Helpdes

info@assistm Personal Help

FaJ

Reply with a FA
info@assistm ey thia EAC Personal Help

info@assistm Reply All with a FAQ Personal Help

Placement of preview case form — Choose a layout that you would like the preview case to be placed in the Ongoing Cases
and Resolved Cases folders — left, right, top or bottom of the reading pane.

Enable this to hide the ‘Case Summary’ tab in case preview form.
Enable this to hide the ‘Emails’ tab in the case preview form.

Enable this to hide the ‘Notes’ tab in the case preview form.

Enable this to hide the ‘Related Cases’ tab in the case preview form.

Choose a language that will be used in all the Personal Helpdesk Ul in Outlook. The following languages are supported:
English, Espaiol, Norwegian, Danish, Dutch, Deutsch, French, Finnish, Swedish, Portuguese

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

Once you have installed Personal Helpdesk, you will find that there are a L3 Outbox
couple of subfolders in the main parent folder. Each folder serves a specific 4 [ Personal Helpdesk

purpose and the very name reflects the kind of items it holds. Ll History Ongoing
En History Resolved

You can of course change the subfolder name to anything that you want it Ld kB

to be and it would not break the working of the Personal Helpdesk System. ¢} Ongoing Cases
L] Resolved Cases

En Schedules
Led RSS Feeds

5.1 Ongoing Cases Folder

This is the most prominent folder where you will be working the most! As the name implies, this folder stores all the ongoing
cases and, most probably would be most visited and used Personal Helpdesk folder. Any new case, either created manually or
generated from out of an email would be stored here, waiting to be attended. A dedicated Outlook ribbon toolbar is used to
house various drop-downs options and buttons related to these folder items. And items in this folder are stored with the
message class 'IPM.Post.PHO.CASE'. This folder also comes with Helpdesk specific Outlook views of around 30 or more.

Folder View Developer Help ' Tell me what you want to do

Search Ijl E Ignore x

Ehdvanced SEErChQ % Clean Up~

Settings  Mew Mark  Delete Merge Print Make _ Mew  Mew Delete
- Case Complete Cases KB Current 1"""’-""“'@ Email ltems~ 3@“‘”“'
Personal Helpdesk - Ongoing Cases (3.0.5.507) Mew Delete

All Unread Search Ongoing Cases O [HAKIM-116] How to use Remu
cASEID [V Oy |@ |suBJECT m CALLER MAME | TECHMICIAMS CATEGORIES | Delayed
5116 "1 @J [HAKIM-116] How to use Remote Disc ... Wouters Gess Abu Hakim/Albert 50... Delayed .
17 A [AARON-117] How to Use non-standa... Willems Wad  Aaron Beit Delayed ;CE'ED“""‘ -
118 J 1 [118] MacEBook Pro: How to install me... Gomez Gover Michael Moare . Invalid
119 1 [119] How to use Remote Disc to shar... Marek Mi Christopher Columbus Delayed @
120 “1 [120] Where can | find the external po... Schifer German Tom Walker B Processing How do | install an EPPHC‘!
124 =t [MOQORE-124] Apple Portables: How t... Maier Raver Michael Moore Delayed help!

Settings menu — contains shortcuts to all : ) .

o & File Home Send f Receive Folder View ':."

administrative panels and tools.

ENE_
= e
Settings  Mew Mark  Delete Merge Print  Make -

- Case Complete Cases KB Cun
Configure Helpdesk Settings Personal Helpdesk - Ongoing Gi

E Administration Panel *  Configure Drop Down Lists an
My Helpdesk of Assets list
=f Contact Manager Hsset Fields
Bl Search Cases B Callers list
Ill Statistics Custom Fields
Q“ Summary Reports Origins List
i Archive Cases E} Problems list
Reset Connection &% Technicians list

6 Create a new empty support request case.

e Mark the selected cases as resolved (closed). Cases marked resolved are then moved to the 'Resolved Cases' folder.

>
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Delete the selected cases from the folder. If the deleted case has any email replies, they will be also deleted.

eSS

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

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

Print the selected cases using the customizable 'Print HTML’ template.

Create knowledge base items out of the selected cases.

Search the 'Ongoing Cases' folder for items (support cases) with keywords. The searched result is effectively applied to
the Outlook folder view (by means of Outlook filtering) which would result in only displaying those support cases that
meet the searched criteria. Click the 'Clear' button to clear the search in the folder view (and revert back to the selected
view effectively).

Show/toggle the advanced search options - Apart from the free text search by keywords, Personal Helpdesk also
implements an advanced search and reporting options with an array of filters available to extract only the required
support cases quickly within the folder view itself.

The 'Ongoing Cases' specific Outlook views are the primary interface with which most technicians will scan through for
relevant cases in this folder. The drop-down menu lists all the available views for this particular folder. Each view is
organized to group and filter support cases to make a particular feature of your information obvious at first glance.

The folder view listing all support cases grouped and sorted as per the current selected view (e.g. Technicians - Table).
Each group also shows the number of items it holds as well as number of items that are unread. Selecting anyone of the
case item displays the problem description in the Outlook preview pane.

The Outlook preview pane displaying the problem description of the selected case item. It also displays a Personal
Helpdesk specific form region on the right side of the preview pane. This ‘Case Preview’ form shows all the available
helpdesk meta fields including custom fields and the values these hold when you select or highlight any Outlook case
item in the Ongoing Cases or Resolved Cases folders.

® 6 6 ©6 000

[HAKIM-116] How to use Remote Disc to share =+ (Drag me to change placement)
DVDs or CDs on a Mac

Conversation [116] How to use Remote Discto share DVDs or

Ongoing Case #116

Posted On  Wed 8/16/2017 9:27 AM = Case Summary (] Emails (1) Notes (1) L Related Cases (0)
Posted To Ongoing Cases g Mark Complete %Tﬂnhnicians || G| &
Drelayed
Mame Value
== ExcelDocxds Analysis
n N
. 30 KB Case Age 146 days, & hours, 26 minutes
Summary2017.pdf ] Response FJuratmn Fl'tmmmmt-n Biiflliﬂl'ilﬂ‘.ﬂd.ﬂ Tmi..
161 KB Open Duration Still active, 146 days. 6 hours, 26 minutes s.
Breach Duration Resalution over due by 129 days, & hours, .
- General Information
New Attachments: ExcelDoc.xls,
Summary2017.pdf D 116
yeal e Received 8/2/2017 9:27:00 AM
How do | install an application using a Created on 8/2/2017 9:27:00 AM

Through the case preview form, see all the related emails of that case directly or reply or forward or send a KB quickly
without opening the case item in its Outlook inspector window. You can also see the private notes that are added by
other technicians.
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5.2 Resolved Cases folder

This is pretty much similar to the 'Ongoing Cases' folder in term of structure, custom form and contents. The difference is the
message class and that cases in this folder are marked complete and are not available for direct edit, i.e., the case form will only be
available in read-only mode. To work on a resolved case, it would first have to be re-opened (which will then move the case to the
'Ongoing Cases' folder). The message class used for cases of this folder is 'IPM.Post.PHO.CASE'. Most of the Helpdesk Outlook views
in this folder are similar to the 'Ongoing Cases' folder except for some specific views that are specific for resolved cases.

Home Send f Receive Folder View Developer Help Q Tell me what you want to do
4 O gum 6

L 2
ﬁ:_ - Search Clear |T| Ignore
m‘ % HE# CASE E Advanced Search D Ijl B

=

Setti Ri Mak Al_ho M Pri Del U d M M W Clean Up~
ettings £0pen ake Archive erge  Frint  Delete pgrade EW =1
= e : o =
- KE Cases &3 Current View 0 Caszes Email Iltems~ & Junk
Personal Helpdesk - Resolved Cases (9.0.5.507) Mew D
All Unread Search Resolved Cases A | Current Folder - [121] Mac OS5 X 10.5: Can
email, but not send ema
N[O |@ | sUBJECT CALLER TECHMICIAMS PROBLEM CATEGORY |PROBLEM TYPE |%°
Conversation  [121] Mac O5 X 11
- . s
Status: Delayed: 4 item(s) Posted On Wed 8/16/2017 9
il # [121] Mac O5 X 10.5: Can receive ... Anderson Kay Austin Jane Accessories Time Capsule Posted To Resolved Cases
=t [122] Troubleshooting the MacBo... Winkler Pee  Raymond Wong Desktops Computers  Mac Mini Delayed
2 [123] MacBook Pro: How to remov... Haas Kin Baldwin Bevis  Mobiles iPhone o
+ [ have the following issues

[125] Mac O5 X 10.5: Can receive e... Schmid Scu... Curtis Bruce Accessories Time Capsule -
email client. Flease help!

Re-open the selected resolved cases by marking the items as 'Ongoing'. Re-Open cases are then moved to the 'Ongoing
Cases' folder.

Create knowledge base items out of the selected cases.

With the Archive cases tool, you can archive old support cases periodically to a local PST file that are older than a certain
(user-selected) date. This is an important maintenance step that would improve the efficiency of the Personal Helpdesk
System (as well as for Exchange storage).

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

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

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

All messages are sorted chronologically.

Print the selected cases using the customizable 'Print HTML' template.

Delete the selected cases from the folder. If the deleted case has any email replies, they will be also deleted.

The 'Resolved Cases' specific Outlook views are the primary interface with which most technicians will scan through for
relevant cases in this folder. The drop-down menu lists all the available views for this particular folder. Each view is
organized to group and filter support cases to make a particular feature of your information obvious at first glance.
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This subfolder houses a complete knowledge base system inside your Outlook and is closely integrated with the Personal Helpdesk
help desk. The KB articles are available for inserting into email replies, on cases and even appointments and tasks. An Outlook

toolbar option is also shown and has buttons to create a new empty knowledge base, forward it to an email address or publish the
whole knowledge base on the world wide web (AJAX website). Any default posting to this folder would take the custom form with
message class 'IPM.Post.PHO.KB’.

Send f Receive Folder View

Developer

Help

—_— kL
o R e [ |
P fa fa
= @ Ln
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Create a new empty knowledge base item

Forward the selected knowledge base item to a contact

Export the KB to file such as PDF or Word document.

Q' Tell me what you want to do

E Export to File Ijl I?‘ Ignore D Production 53 To Manager ¥
“E x . E
D\ My Cases = o . Clean Up = . o =T Team Email v Done » |
W W elete Archive _ ove
KB KB £2 Current View Email [terms - 3®Junkv =] Reply & Delete ¥ Create Mew 5 N
Knowledge base {10,1.4.247) Mew Delete CQuick Steps P Mowve
All Unread Search KB Current Folder ~ | | MacBook Pro: How to install memory
KE= /1|0 |SUBIECT PROELEM CATEGORY | PROELEM TYPE Cornversation MacBook Pro: How to install memon
1023 1 MacBook Pro: How to install memary Services Complains Fosted On Wed 8/16/2017 %:27 AM '@
1024 #  Howto Use non-standard discs in optical ... Services AppleCare Your MacBook Pro computer has two memu
#  Howto use Remote Discto share DVDs or... Accessories Time Capsule the mg;nfm}}f;g;”? é%?i?ge%bagf ?U;ﬂ'i
+ The drive d + ¢ di Servi Lovalty Sch megabytes o z Double Data ki
e drive doesn't accept any discs ervices oyalty Scheme Random-Access Memory (SDRAM) rnsa‘aﬂet
1 Mac 05 X 10,5 Can receive email, but not ... Services Sales

preinstalled, depending on the configuration
computer.

This drop-down menu lists all the available views for this particular folder. Each view is organized to group and filter KB
articles to make a particular feature of your information obvious at first glance.

A Question and Answer format is used to intuitively display Knowledge Base Articles. Each Article may have any number
of file attachments associated, rich-text elements, and hyperlinks to other web pages. All articles are tagged with a
related problem category and problem type. This enables the articles to be grouped by category and type in the KB folder

view making it easier to find a particular article at time of needs.

The Outlook preview pane (if enabled) displays a preview of the description field of the selected knowledge base item.
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5.4 History Ongoing and History Resolved folders

These subfolders store all of the originating emails and subsequent replies from the caller. That is, emails associated with an ongoing
case are stored in the History Ongoing folder. Likewise, emails associated with a resolved case are stored under the ‘History
Resolved’ folder.

When you open a support case, there is a tab ‘Emails’ and it lists all the replies in chronological order that were received from that
caller.

Each of this history folder includes a custom Personal Helpdesk view (as shown below) that group email replies from caller based on
case number.
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5.5 Schedules folder

This is an optional folder that Personal Helpdesk will use if you decide to maintain your due date schedule for cases. The idea is to
enable you to check for availability for a particular time slot before a due date can be assigned to finish the case.

4 Personal Helpdesk A calendar (having the same name yours) within this folder will be maintained. Whenever a
new due date is assigned or an existing one is changed, it would be reflected in the calendar
as well. If a case is closed (marked complete), the corresponding due date from that calendar
is removed.

History Ongoing
History Resolved

KB
When due dates are assigned or changed in support cases, appointments are added or
updated in these calendars. The purpose of these calendar is to allow you to lookup these

Ongoing Cases

Resolved Cases .
calendars for a suitable schedule such that the assignment of due date take into the
4 [ Schedules consideration other assignments which may already existed. This will help prevent due date
[E] AssistMyTeam Support clashes and increase efficiency of the helpdesk.

Service Level SLA 3 "

Respond By Date | 8/13/2017 || 6:27.00 AM [ 3| 5

Due Date [ 81972017 ][ 9:27:00 Am [+ [ 25 [[F]

Due Date

Select a due date Chedk Avaliability for John Nash(2)

B o D + iy Sunday, December 14, 2008 *

S |Due Date for case 21981 : [1981] Apple Portables: How to disconnect the MagSafe

[ | |m

1 2 3 4 5 6 7
8 9 10 11 12 137D |¥MM
15 16 17 18 19 20 21
2 23 M 2 26 27 om |4pm

30 3
T Today: 12/14) 2008 5 pen
[s;mmm = |épm
|Due Date for case £1973 : [1973] Troubleshooting the MacBook Air SuperDrive
-ﬁé ﬁ 7 pen
0K Cancel |
& pen
Click at any available time from the |
calendar to the right to select the | 9P
due date. { hd
10 pm i
o

Select Calendar to browse
(™ Schedule Calendar + Maibox Calendar
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6. Working with the Personal Helpdesk Ul

As Personal Helpdesk is seamlessly integrated into Microsoft Outlook, you will find many new interfaces specific to Personal
Helpdesk in the form of toolbars, drop-down menus, and ribbons, forms, context menus etc. plugged in to the usual Outlook
explorer and inspector windows. These make it considerably easy to create support request from emails, send SMS, and make call or
import contacts.

6.1 The Settings menu

The Personal Helpdesk Client menu provides a central place for technicians to access to frequently used helpdesk operations.

Administration Consists of list managers, automation options,
Panel templates editor etc. Learn more
Send / Rece
E ﬁ‘—_; A= =L Contact Manager Launch the contact manager dialog to quick scan
L ] [& through Personal Helpdesk internal list of callers and
settings MNew Convert Addtoe technicians and make a contact (email, SMS, or a call).
- CESE to case Case
Learn more
Configure Helpdesk Settings
r'?; Administration Panel k
Search cases Launch the advanced search manager dialog to quer
My Helpdesk g gtoquery

for both ongoing and resolved cases without needing

£} Contact Manager to open the respective folders. Learn more

@ Search Cases

Wl Statistics Statistics Check which technicians are online at the current time with
[# Summary Reports Personal Helpdesk client system running in their Outlook.

i Archive Cases Also tells the version number of Personal Helpdesk Client

Recet Connection installed on the technician’s system. Learn more

Other Information

@ Help Topics Summary Reports Launch the reports tool. Learn more
] Video Tutorials
Archive Cases Launch the archive tool to move old resolved cases to
Check Updates

another PST or folder location. Learn more
Licenze

Visit home page Reset Connection Shortcuts to Personal Helpdesk folders in single-click
Knowledge base

Support Subscription

e g° g° -=

About
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6.2 Ribbon Toolbars

Personal Helpdesk displays a toolbar on the Outlook explorer window depending on the items content of the current active folder.
This enables Personal Helpdesk to target functionality specific to each Outlook item such as mails, posts, appointments, tasks and
contacts.

Search cases
based on
keywords or 1D

Add the selected
emails to an
existing case

Create KB
article from the
selected emails

Per Agent
Settings and
Options

Send / Re | ive Faolder iew Developer Heip Q' Tell me what

mohl A & ) W

Settings  Mew Convert Add to existing Create Reply Reply with Reply All m
= Case to case case~ KE withakB aFAQ withaFAQ G My Cases~

Personal Helpdesk {

E Search Cases
> Mavigate To -

Create a new Reply the Reply the
selected emails selected emails

with a KB article with a FAQ

Convert selected
emails to cases

empty support
case

On Contact folder.

Impaort selected
contacts to
Team Helpdesk

Find all cases
associated with the
selected contact

Create a support
case from the
selected contact

Heceive Falder Viey Developer Help

&% Add contactsto - E Search Cases

= % Dﬁ ﬁ @ If;5endsms

Mew Create Find related Reply Reply with _
Case case cases withakKE aFAQ {l Call via Skype l:.L My Cases ~

sonal Helpdesk 4.247)

5 Mavigate To ~

Create a new Reply the Make a Skype

selected contact call to the

Reply the
selected contact
with a KB article

empty support

case with a FAQ contact

Context Menu

'Izh.l O@ |FrRoOM SUBJECT
.......................... Arln Dunn Email tn PDF

Il} Convert to case

Add to existing case »
Reply with a KB

Reply with a FAQ
Reply All with a FACQ

T &t

&l

OO (el ]

Lopy
Cuick Print .
Reply

Reply All

Forward |
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7. Working with Support Case form in Outlook

The support request form in Outlook is especially designed to log in new case and view existing ones in the Outlook folder.
Information catering to the case, caller, problems etc. are laid out in a very intuitive way.

Case  ® Emais Time (3) Assets Related Cases (0) Associated Users (1) Logs (2) Motes (1) Related KB Articles

Ongoing Case (L=
o [116 WCallerslist | LBGAL #116 . posteq o WEd 8/16/20179
rom osted On
Received 8/2/2017 9:27:00 AM Email wouters@mangostar.com v| £ .
Created on 8/2/2017 9:27:00 AM [Christophe s _Ema.lr.hnn Posted To Ongoing Cases
127 pher Columbus] | Apply Default [] Technicians s
Modified 122612017 3:54:52 P [AssisthlyTeam Suppo| First/Last Name Wotters [[Gess CdReply || |[ 5| Conversation [116] How to use Remote Disct
EreiBmrries A/22017 9:25:00 AN BN e N Woutors Goss Subject | [HAKIM-116] How to use Remot
Case Age 153 days, 4 hours, 44 minutes Phone 54312324 [ [ Callers =1 ExcelDocaxls
Category Desktops Computers ~ | Mobile 7122323343 = [ Technicians 30 KB i
Type Mac Mini + | Department Tahs [El List
S Tachric aET Secuty Persanels e ¢ Summany2017.pdf
Apply Default echnicians Address G4, Hummer Avenue, Mj A ..~ Edit Solution PoF | 161 KB
Zone South Zone ~
gt Mark Complete
Status &
Origin Cmnarw = ] Save & Exit Mew Attachments: ExcelDoc.xls,
Summary2017.pdf
e — hesn )| S
RlEziiEn e s ID How do I install an
[] Use Defaut Balduwin Bevis (2 Print application using a remote
ol
Custom Fields (7) disc? Pl help!
ForciCost__Jooco Ober Gpons isc? Please help!
BranchDesc SrurElEE El | .
Respond By Date B
- Warning: SLA Breach To install Remote Disc on a
Eranchi RESPONSE DURATION: Mac or Wi
BranchHQ Firzst rezponse to caller was initiated in 1 minute
com
BranchiD OPEN DURATION: 333 i
Branchiame Still active, 153 days, 4 hours, 44 minutes since it was raised ‘ AssistMyvTeam
AN < L
States ||  BREACH DURATION: ' Pro
Resolution over due by 136 days, 4 hours, 44 minutes -
Build: 10.1.4.247 E:l |I|

There are various sections in the form such as time spent, email history, notes, assets, custom fields and related cases that
technicians can easily navigate and work upon. Contact fields are accompanied by relevant buttons for making quick
correspondence to the contact such as email, phone calls or simply sending SMS. Fields such as problem category, type, status
and department are available in drop down format so as to limit the choice the technician can select for such fields.

When setting due date of the case, you can choose to lookup for an appropriate schedule in your calendar (can be personal or
a public calendar). Automatic notification messages (either via email or SMS) are sent out immediately to you once the case is
assigned or a due date is specified or changed. Optionally, a due date appointment or task can also be added to your personal
mailbox as reminders.

From directly in the case form, you can quickly browse, preview and select a knowledge base article or predefined reply and
insert a relevant solution directly to the case problem description or make a quick reply to the caller. When logging in a new
phone case, an existing caller, either from the caller list or from global address list (GAL) can be selected and it will
automatically populate all other available caller fields such as address, phone number, company etc.
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Request for support

7.1 Case Detail

The first section of the support request case form consists of fields related to caller, problems, due date etc. There are also
numerous buttons at the end of the fields such as email address, phone, etc., for quick communication.

Case ¥ Emails Time (3) Assetz Related Cases (2) Associated Users (0} Logs (0) Motes (1) Related KB Adicles

S 0 10 o [ Caller] %% Callers list @1 @GAL@
Received 2112017 6:22:00 PM e Ernail@ |andmun@wujnmm v | 2
Created on 2132017 6:22:00 PM [AssistMyTeam Suppor| Apply Maun@ []sLa
Modiﬁedo 110/2018 1:25:57 PM [AssistMyTeam Suppor| First/Last Na | Anderson |Kay |
First Response 2132017 7:21:00 PM Dizsplay Name |.ﬁndersur1 Kay |
Case Age 336 days, 16 hours, 45 minutes Phane |5434'EDD3 &,
Category Accessories ﬂ “| Mobile |?1 27323123 &, EL
Type Time Capsule ei Department [ Marketing v
Apply Default @ [1sLA Address @ House 45, Miky bar, Los Angeles, 5676
.EDHE@ Central Zone w
Status Awaiting
Origin Web Form Cnmparrﬁ.f@ |YuuTube e |
Priority Nomal P T [ AssistMyTeam Suppart R || &
Allotment Template | Ajlgtment 1 @

[ ] Use Default Template Service Leve SLAS -
Custom Fields (4) 30 Hﬁpﬂndsygam@| 2/23/2017 ~|| 32200 PM 5| o2
BankBranch —— =
— o Due Date @ | 2723/2m7 || 622.00PM [5|| P2 | ==
Pricellnit RESPONSE DURATION:
StoreLocation First response to caller was initiated in 2 days, 59 minutes

OPEN DURATION:
Shill active, 336 days, 16 hours, 45 minutes since it was raised

FAISE DURATION:
Faized in 2 days after the first reguest was received

EREACH DURATION:
Resolution over due by 326 days, 16 hours, 45 minutes

The unique number (referred to as case number) generated for this particular support request. Personal Helpdesk uses
an iterative count to generate new support requests. Every email communications out of Support to the callers are
tagged with the corresponding case number such that subsequent email replies from the callers retain the same tag for
Personal Helpdesk to identify and perform various automations like adding the replies to the particular support case.
Internal communications to technicians in the form emails, SMS, due-date appointments, tasks etc. are also tagged with
the corresponding case number.

The date/time the support request (usually an email) was first received in Inbox.

The date/time the support request was logged, either from Outlook items such as email or phone call.

The support staff (or technician) take was responsible for logging this support request. Note that, the assigned technician
need not be the author of this case.

The date/time the support request was last worked on.

The date/time the first response to the caller was made (by a technician) after this case was raised.

Shows the duration (in days) the support case is active.

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

©@eed6 e

A drop-down field that consists of a type list (sub-category) for each problem category. The type list changes depending
on the item selected in the problem category drop down field.
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e Problem Category-Type: Apply default SLA - This check button gets enabled when a combination of Problem Category
and Problem Type is selected from the drop-downs. Checking this button would automatically enforce the default SLA
specified for that selected problem to the current support case. Both the importance and the due date of the case would
be then affected.

Request for support

@ This is a dependency drop down field that is tied or associated with a problem type. The name of this field is
customizable and by default it is named as ‘Problem Field’. In this above example, it is named as ‘Zone’. You can
customize its name; its drop down lists as well as its association with the problem list this under Personal Helpdesk >
Problems List panel > Problem Field tab (last tab usually).

Administration Panel : Problems - O »
A;;Iy SI-E\}IE E-ljt FH Reset Columns Size ?huESt[?'::I:'IITZEe
Problem Type ¢} Problem Category 4 U—ﬁﬁﬂt BiCi Uf-:’rault ) Zone ¥Ec it Zone

1 [|Aurport Base Statiorjfccessories o Overseas Zone

2 |Apple Rental Services v CUS‘U'[T]IZE ItS est Zone |

3 |Apple TV Accessories v association with + fest Zone Zone - ‘E

4 |Apple Wireless Key Accessories v DTDI]IEFI"I WDES e [Dverseas Zone q e . .

5 |Apple \Wireless Mol Accessories v b = SLA3 | |[EastZone 2 |West Zone Ii g?$;e

& |AppleCare Services v 30.00 Lustin Jane SLAE |, [Overseas Zone 3 |Central Zone down list

7 |Buy Back Scheme Services e 18.00 Adam Smith SLA3 | (East Zone 4 |South Zane

g |Complains Services e 18.00 Tony Blair SLAZ  |w Overseas Zone 5 | Merth Zone

g |iPhone 3G Mabiles ~ 25.00 Adam Smith SLA1T |« [ftlest Zone g |Overseas Zone

an |iPhane Mahile= - 2400 AP Shaa

0 This is a drop-down field that consists of the problem status list (customizable by technicians with admin access).
@ The origin field signifies the source from which this case was raised from.
@ This is the same Outlook importance field that takes one of these values - High, Normal and Low.

Choose an ‘Allotment Template’ that will be used for this particular case. The chosen allotment template will be then
used send notification alert to the caller when a case is raised. For instance, if someone sends an e-mail to
UK.Support@myCompany.com, you would want to inform the customer that their e-mail will be responded to within 2
hours between 9am and 5:30pm UK time. If they send a new case to US.Support@myCompany.com, you can inform the
customer that their e-mail will be responded to within 3 hours between 9am and 5:30pm Eastern Standard Time. You can
define different auto-response allotments under Personal Helpdesk > Templates Manager > Allotment Templates.

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

Allows you to pick a user from the address book (e.g. global address list). For new (empty) support request, a technician
can easily pick a contact from the address book (e.g. GAL) and that populates any additional caller details automatically.

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

Open a new email populated with details on the support request (as defined in configurable email template) addressed to
the caller. A new compose window will be loaded on which further inputs can be made before sending it.

Directly send an email to the caller containing details (as defined in configurable email template) on the support request.
The email is sent directly with no window displayed to edit or add any comments.

@ Caller: Apply default SLA - This check button gets enabled when a caller email address is selected from the drop-downs.
Checking this button would automatically assign the default SLA (specified for that selected caller) to the current support
case.

First and Last Name — First name and Last Name of the caller.

The full name of the caller. For new (empty) support request, a technician can easily pick a contact from the address
book (e.g. GAL) and that populates all other caller details automatically.
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e GAL Allows the technician to pick a user from the address book (e.g. global address list)

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

R,
= | Call the telephone number of the caller

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

W
=2 | Call the telephone number of the caller

=
=1 Send a SMS message to the mobile device of the caller

The internal department/category to which the caller is assigned to. This field also gets populated automatically if the
caller exists in the Personal Helpdesk Callers list or in the address book (e.g. GAL, AD).

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

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

The technician who is assigned to this support request case. This would of course be you (all the time).

®© 6 6 ©

-
=B Add/update the due date appointment to the mailbox calendar of the selected technicians. If successful, it
automatically triggers a reminder popup on that technician as well as get added to Outlook today page.

S

< Add/update the support request task to the mailbox task folder of the selected technicians. If successful, it

automatically triggers a reminder popup on that technician as well as get added to Outlook today page.

A drop-down field listing all defined Service Level Agreements (SLA) of the organization. When a SLA is enforced to a
support case, the importance of this Outlook item is automatically set to that defined by the SLA as well as the due date
is adjusted to reflect the response time of that SLA under which the case should be resolved.

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

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

Additionally, when a service level (SLA) is enforced to a case, the 'Response by Date' field is adjusted automatically with
the response time of the applied Service level.

m
=@ | reset the respond by date to none.

@ The due date field enables you to set a time before which the support request case should be resolved. There are lot of
automatic notifications and reminders options that can be sent to concerned technicians when a new due date is
specified or updated. For example, when a new technician is assigned, Personal Helpdesk can send out notification email
or SMS informing technicians on the due date of the support request. Personal Helpdesk can also automatically
add/update a due date appointment or task to the personal mailbox calendar of the concerned technician.

When deciding to set a due date for a particular support request case, you can look up the schedule calendar/personal
calendar of a prospective technician in order to find availability of the said technician.

[ ¥ ¥
=@ | reset the due date to none.
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L
lookup the schedule calendar of the assigned technician to see workload and availability of the technician on a
particular duration.

Service Level |5m3 V|
Respond By Date | 8/19/2017 ~|[ 627.00AM [£]] "5 |

Due Date | 8192017 || 9:27.00AM &”@@

Drde Date

Select a due date Chedk Avaliabiity for John Hash(2)

e zasa ¥ 5] +yuy Sunday, December 14, 2008 *

= Due Date for case #1981 : [1981] Apple Portables: How to disconnect the MagSafe.

A0

|

12 3 4 5 6 7 [
8 9 10 11 12 13¢ED |3FM)
15 16 17 18 19 20 21 i
37 23 24 35 3% 7 om [dem|

X 30 31 1 [
= Today: 12142008 5 pen |
| 5 30:00 AM = [epm|
— | Due Date for case £1973 : [1973] Troubleshooting the MadBook Air SuperDrive |
‘*é ﬁ ?pﬁ\l ]
gpm
Clhck at any avalable time from the | |
calendar to the right to select the | 9PM

10 pm

ulaje

— Gelect Calendar to browse
™ Schedule Calendar i+ Maibox Calendar

This is the ‘Custom Fields’ section. If your helpdesk requires to collect more in-house information on the case, you can
add any number of additional fields from Personal Helpdesk Add-in > Custom Fields panel. All the deployed custom
fields would be then available in the case form for input.

BranchCost 53300

BranchDesc Hyde Park, London

BranchDOBE 232018

BranchHQ

BranchID 24097 .00

BranchMName ILnndnn BEB

States LK |i
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7.2 Emails

The Emails section shows all email correspondences received from the caller or sent to the caller on a support case. The emails are
ordered chronologically with the newer emails at the top listing. Notice that each email item listed has a Personal Helpdesk case
number tagged to the subject for tracking and identification.

NOTE: Emails shown in this section are stored in the History subfolder located within the parent Personal Helpdesk folder. For
instance, emails associated with an ongoing case are stored under the ‘History Ongoing’ subfolder, whereas those associated with a
resolved case are stored under the ‘History Resolved’ subfolder.

Case '~ Emails (4) ﬁ{ﬂ} Mssets  Related Cases (3) Associated Users (1) Logs (5) Motes (3) Related KB Aricles
o"ﬁew Cg| T

_ @ 4 -
Subject Date Crigin Sender D

[=][116] Remote Disc |ssue 11182017 121455 ... Received info @assistmyteam net
[=1[116] Another issue 117282013 10:48:23 .. Received RamgeSoft Support
[=1[116] Transcript of 28-Nov-2013 ... 11/28/2013 3:05115 PM  Recsived Provide Support
[=11116] Disc mafunctioned again 8122013 22434 PM Received info@assistmyteam net

Hello Francas
’ 10 Bl

there is a strange issue with the subject line.
I added an email to an existing case und received this funny result, when | am trying to reply to this mail:

- R e L
‘n|Kategorisieren Machverfolgung @ Ubersetzen ) Zoom
- - - L Markieren =

Kategorien Bearbeiten Zoom

Py, @ Diese Nachricht wurde mit der Wichtigkeit "Hoch™ gesendet,

Vaon: RamageSoft Suppaort
Bereitgestellt in: Offene Falle

Unterhaltung: Lizenzreset

Open and view the selected email in its own (separate) inspector window of Outlook.

Delete the selected emails permanently.

Arrange the email preview pane side by side with the emails list pane (vertical positioning).

Arrange the email preview pane to locate at the bottom of the emails list pane (horizontal positioning).

Make a reply to the selected email.

Make a reply from the selected email to the caller as well as to all the recipients in the CC field (if any).

Forward the selected email to another user.

Reply the selected email with a chosen snippet of the frequently asked question (or predefined answer).

Reply the selected email with the content of a chosen knowledge base article (KB) including any attachments and images.
The preview pane showing the contents of the selected email. This gives you direct accessibility to the emails without

requiring you to open them in their separate inspector windows. To open an email in its native Outlook inspector
window, double-click the email entry in the list pane.

O0COOO00C0C0 O,
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7.3 Time Spent

The Time Spent section lists all work sessions performed on the support case. This time spent field can be made optional or
mandatory before marking the case as closed. By default, it is optional. Also, to calculate cost of supporting the case in statistics,
Personal Helpdesk needs to have a valid work time.

Case - Emails(4) Time(5) Assets Related Cases(3) Associated U&ﬂ} Logz {5) Motes (3) Related KB Aticles

Edit 0 @ Remove e

Time Spent 337 minutes Add
Technician Date Description Walue
'@gmﬁstnpher Columbus 82520017 9:26:00 AM Logged case. replied to caller formor... 17 minutes
'@g&ristupher Columbus 1142042017 5:59:.00 PM Cortacted caller, replicated the issue ... 200 minutes o
Igﬁg.t"i.*ssitv.t My Team Support 1242642017 3:54:00 PM Remote assistance 15 minutes
(5 Albert Souza 1122013 12:33:00 AM Testing on Windows 2002 server 45 minutes
Q&ﬂndrew Miller 1122018 12:3%:11 AM Visited site - mesting with Manager Paul 60 minutes

o List of all time spent entries logged to the case when working to resolve it. Apart from the time spent value (either in
minutes or hours), each record in the list shows the technician name who made the entry, the date and time etc.

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

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

54 Add New Time >

Time Spent

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

Shaort Description
Test minutes|

Cancel

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

5 Add New Time *

Time Spent

() Enter Duration Enter Start and End Time

Start | 1/12/2018 @~ | [12:45.07 AM

4k

To | 11122018 @~ | [l:43:07 AM

4k

Short Description
Test minutes

Cancel
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o Edit an existing time spent entry. You can also modify the time spent value and description. The technician and time
stamp are however, read-only.

(5 Edit Time %

Added By Z:Zhristn:n her Columbus

Date |11/20/2017 5:59:00 PM |

Time Spent (200 minutes e

Detail

Cortacted caller, replicated the issue on hardware.

5y Update

e Remove the selected time spent entries from the case.
NOTE: you need to save the case in order for the removed entries to be permanently reflected to the case.
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7.4 Assets

The assets section in the support case provides fields for all of your organization's hardware and software inventory. An asset may
be cataloged and categorized by Asset Types. All the asset fields except for the asset name can re-titled to adapt and take any of

your organization’s intrinsic properties of inventories such as Make, I.P. Address or OS information; providing invaluable information
directly from trouble case.

Case

Amsets

Lssets

Prirterd at Library Level 1

Reply with a resolution

Request for support

Personal Help

for Outiook

¥ Emails  Time (1) Assets (2) Related Cases (0) Associated Users (0) Logs (0) MNotes (1) Related KB Aticles

B search (€)) poset
0 2@

% Remove e

list

ﬁfﬁﬂﬁﬂﬂ Cther Flelds_o

Name |Printer3 at Library Level 1
Type |F‘rirrters
0s |Nm Applicable

desk

Lab1 System 14 o Make (192.168.1.165 |
Filter e 1P |Lexmark |
Both > Comment

| Save@

Related cases with the same Name View 0

] Created Subject Status

_La} 120 T257AHNT 5:26:00 AM [120] Where can |find the extemal p...  Ongoing

_Ls} 140 1072472017 5:07.00 PM [140] Fipkart and Urban Ladder-am... Ongoing

_Lj' 143 1120720017 121700 AM [143] Printer not warking! Please Help  Ongoing

_La} 124 852017 9:26:00 AM [MOORE-124] Apple Portables: How ... Ongoing
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If you don’t remember the asset name
(true if your organization has
hundreds to thousands of them), you
can make a keyword search.

List of assets related to the problem reported by the caller.

This drop down contains all the assets of the organization (can be defined under Personal Helpdesk add-in > Assets List).
To add and associate this case with an asset, choose it from the drop down and click ‘Add’ button.

Click to add the chosen asset to the case. The reported problem (as tagged in the case) can be linked to multiple assets.

Search Assets

Enter keywords

|Lab

et

= Asset name

[ 12h1 System 12

B | ab1 System 13
B | ab1 System 14

B Printer at Lab 1

Search Results

MName
Type

05

Make

IP
Comment

Lab1 System 12
Computers
Vista Ultimate
152.168.1.5
DELL

8 asset(s) found!

Insert

L]

e Remove the selected assets from the list (and delink them from the case).
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Show the list of cases that have the same asset. To open a specific case, select it and either click ‘View’ button located
just above the list, or double-click the case.

Open the selected case in its own case form (inspector window).
Choose whether to show related for ongoing cases or resolved cases or for both.

Asset Information tab shows you the inner fields and data of the selected asset. The captions of these asset fields are
customizable to meet the requirement and nature of your inventories with the Personal Helpdesk add-in.

Save any changes made to the asset fields back to the case.
This tab shows any additional fields you might have added and deployed (for the purpose of collecting more information

on the asset). This fields can be added and customized from Personal Helpdesk add-in > Assets Fields > Additional
Fields.

Associating problems and incidences with actual hardware and software inventory is crucial to maintaining proper preventative
incident management and finding the core problem to repetitive issue or problem that is plaguing a large group of end-users.
Personal Helpdesk provides a means for the technician (in Outlook and web) or the customer (via web form) to create this hard-link
between a troubled asset and a case.
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7.5 Related Cases

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

Case - Emalls Time (§) Assets Related Cases (3) Associated Users (1) Logs (5) Motes (3) Related KB Aricles

Related Cases 0 9 0
~ | | Baoth ev Cipen selected case Merge selected case

Caller

] Created Subject Status
_La} 117 8162017 9:26:00 AM [AAROM-117] How to Use nonstandard ... Ongoing
_La} 120 AT 9:26:00 AM [120] Where can | find the extemal ports ... Ongoing
_Lé} 140 10/24/2017 9:07:00 PM [140] Fipkart and Urban Ladder - a matc...  Ongoing

o Choose afilter (caller, department, company or domain name) that will be used to show related cases.

e Choose if to only display the related cases that are ongoing, resolved or both.

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

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

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

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

Often a helpdesk may have the requirement to link certain stakeholders, apart from the caller, to a support case. Such users can be
external vendors, contractors or secondary field technicians that are related to resolving the case, though might not be direct
support technicians of the helpdesk.

In Personal Helpdesk, we have added a feature to associate any contacts from your Address Book (or Global Address List - GAL) to a
particular case item, such that these associated users would receive a copy of the caller or technician specific automated
notifications. Refer to Personal Helpdesk add-in > Notification Options > Associated Users Alerts.

Ca "% Emails  Time (5) etz Related Case Associated Users (4)  Logs (5) Nma Related KB Aticle
@ Feply All @ Add from GAL @ Remove a

Associated Users

Izer Name Email

& Francas Freedi Francas@amt.com o
& Monica L monica@amt .com

&. John M john@amt .com

& IT Supplier supplier@hp.com

o List of all associated users that are stakeholders to this case.

Make a reply to the selected user. A new reply window in Outlook will pop up and the body of the email will be derived
from the ‘Email to Caller’ template (customizable under Personal Helpdesk add-in > Templates Manager > General
Alerts tab).

e Make a reply to all the users in the list.

o Manually add a new user to the list by entering the name and email address.

24 New >

MName || |

Email | |

Add Cancel

e Add a new user to the list by choosing it from the address book or global address list.

e Remove the selected users from the list (and de-associate from the case)
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7.7 Logs

The log grid lists all the important correspondence logs such as emails, SMS, calls made from the support case to the caller or
technicians. Each log entry has a small description field, the date/time of the action as well as the technician who is working on it.

Case - Emals Time (6) Assets Related Cases (3) Associated Users {4) Logs (6] MNotes (3) Related KB Aicles

Description Date Technician

+" Email Reply from Caller (11/20/2017 12:54:01 AM) 11/20/2017 12:54:00 AM AgsistMyTeam

«" Mew technician "Abu Hakim Albert Souza, Andrew Miller, Baldwin Bevis... 11/21/2017 2:00:00 FM AssigtMy Team

+" Email Reply from Caller (1/42018 5:35:06 PM) 1/4/2018 5:35:00 PM AssistMy Team Support
+" Email Reply from Caller (1/4/2018 5:35:45 PM) 1/4/2018 5:35:00 PM AssistMy Team Support
+" Email Reply from Caller (1/4/2018 5:35:56 PM) 1/4/2018 5:35:00 PM AssistMy Team Support
& Email sent to all associated users (1/12/2018 1:42:51 AM) 11272018 1:42:00 AM AssigtMy Team Support
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7.8 Notes

The notes section enables you to add private notes to the support case for internal use.

Case - Emais Time (5) Assets Related Cases (3) Associated Users (1) Logs (5) Notes (3)  Related KB Aticles

Add new note

Existing Motes

Lab Add >> a
[Added by AssistMyTeam Support at 1/4/2018 5:44:05 PM]
DWD or CO Sharing must be selected (as shown below) in order to use the optical drive from your MacBook Air. f you want to require permission
before others can use the optical drive on the computer, select the option called "Ask me before allowing athers to use my DVD drive.” E

[Added by AssistMyTeam Support at 1/4/2018 5:43:35 PM]
Once in the Cortrol Panel, click DVD or CD Sharing Option as shown below.

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

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

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

e Existing notes of this case. Each note is separated by an empty line.
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This section will show all the KB articles that are associated with the problem category/type information of the particular case. This
provides you an easier way of finding a relevant KB article that has the solution/fix to the caller's issue. And when such a KB article is

found, you can quickly email it to the caller (as inline content or as PDF or XPS attachments).

Case '~ ETB'HSHS Related Cases (3) Associated Users (4) Logs (6) MNotes (3) Related KB Articles (5)

View |

=L Notsbooks
o MacBook
&7 [1023] MacBook Pro: How to install memory

------ a4 [1024] How to Use non-standard discs in optical drives

i~ Reply Caller with this KB 6

Resolution: @

Your MacBook Pro computer has fwo memory slots that you access by removing the memory door in the batftery
bay. Your MacBook Fro comes with at least 512 megabytes (MB) of 667 MHz Double Data Rate (DDRZ)
Synchironous Dynamic Random-Access Memory (SDRAM) installed. It may have more memory preinstalled,
depending on the configuration you chose when you bought the computer.

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

Double Data Rate Small Outline Dual Inline Memory Module (DDR SO-DIMM) format
1.25 inch or smaller

200-pin

PC2-3300 DDRZ 667 MHz Type RAM

Re
&

Shows the list of KB articles available on the same problem category and type. For example, as the current case is tagged
to ‘Notebooks’ category and ‘MacBook’ type, the number of KB articles that filed under this category and type are shown
so that you can confine your search for a possible clue or answer to the issue on a smaller subset of articles.

Case ¥ Emails Time {8) Assets Related Cases (3} Associate

=R D 116

Received Q22017 9:27:00 AM

Created on 822017 9:27:00 AN [Christopher Columbus]

Modified 11242018 1:50:29 AM [AssistMyTeam Suppor
First Response BI2I2017 9:26:00 AM

Case Age 162 days, 15 hours, 23 minutes

Category Motebooks v
Type MacBook w
Apply Defaul [ Technicians mER

Open the selected KB article in its own KB form inspector window (of Outlook). Alternatively, you can double-click that
particular KB article to open in its own form/inspector window.

Arrange the KB preview pane side by side with the KBs list pane (vertical positioning).

Arrange the KB preview pane to locate at the bottom of the KBs list pane (horizontal positioning).

Make a reply to the caller of this case with the content of the currently selected and previewed KB article.

The preview of the selected KB article.
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8. Common Tasks

You can also perform various other tasks in the support request form - print, reply to the caller with a knowledge base or a
predefined answer, publish the case to files or to a knowledge base, mark support request as resolved etc.

Ca I
se Emalls Tme (3) Assets Related Cases (3) Usenﬂ) Logs (5) Notes (3) Related KB Aticles (0) Ongoing Case
. r #116

Other Options

Warning: SLA Breach

~

1 Directly reply to last email received from the caller. You can also forward the last email received on that case.

When you click the 'Reply’ button in the case form, it will make a reply to the last email that was received from the caller
or sent to the caller, without actually searching and clicking the previous email. This feature would greatly improve the
helpdesk productivity and decrease the number of clicks (without this, you would have to find that particular email from
the communication chain, and once found, you will need to double-click to open it and click reply).

2 Selective disabling of auto alerts to callers or technicians - Sometimes, on specific cases or caller or assigned technicians,
you may want Personal Helpdesk 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. Simply check the options
'Disable Notifications to Caller' or 'Disable Notifications to Technicians' from the particular case form.

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

& Administration Panel : Case Options

o 2

Save Exit
Default Values  Case ID and Prefix Code  Consolidated Conversation  Fields  Forms  Other Options
[] Automatically update Caller Information from the Case form to the Callers List

[] Include CC users in the notification email sent to the caller when a case is generated from an email
[+] Automatically view the case that was re-opened in its inspector window

[+] Don ‘treopen a closed case automatically

[] Automatically assign technician associated with the sender's email domain name to the new case

[+] By default, check the 'Disable Motifications to caller' option on newly generated cases

[7] By default, check the 'Disable Notifications to technicians' option on newly generated cases

1 With these two buttons, you can choose the layout of the case form - either in tabs view or in Single Page view (or also
known as List View).

b .
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In tabs view, you will find multiple sections or tab that shows information on the case selectively. One needs to navigate
its way to the desired section to uncover the information beneath. This view is best used to reduce cluttered-ness and
information overload.

Case ¥ Emais Time (3) Assets Related Cases (3) Associated Users (1) Logs (5) Motes (3) Related KB Aricles

=T D (116 ""'n.__-._ PNETE]| Scalleshst | LBGAL | Ongt;;:llui]ﬁ(:ase

Received BI212017 9:27:00 AM * & . Email o ||

Created on /212017 9:27.00 AM [Christopher Columbus] E,}:; - | womaﬁ%ﬂ;:g:::::n O s

Medified 1/4/2018 5:44:05 PM [AssistMyTeam Support] | First/Last Narne. 2 .W}?’S ||Gess | | QWY | | @ | | a |

FirstResponse  [8r2/2017 9:26:00 AM Display Name [Wouters Gés® u , |

Case Age 157 days, 14 hours, 33 minutes Phaone |54312334 "l'.... | %, |:|Caller§ .

Category Desktops Computers | Mobile 7122323343 | '*@c. Wz

Type ~ | Department Securty Personels v| “4a Tabs | [WLst |

;pplv Default TechmGi L5 Address G4, Hummer Avenue, Miami, Forda 9884 ‘ .7 Edit Solution |
one South Zone w

Statie Ml rm A s | —ﬁ BT |

4 In the Single Page view, all the tabs/sections of the case form are merged to present a continuous flow of information in
/
" the same page.

= Emails (4) ) Ongoing Case
4 Time (3) #116
TimeSpont [182mintes ]| © Ad || Edt || @ Remoe |

Technician Date Description Value | Q Reply | | @ | | @ |
@mristopher Columbus 8/25/2017 9:26:00 AM Demo Time 17 minutes ' lert
(i Christopher Columbus 1172072017 5:55.00 PM Contacted caller, replicated the issue ... 1800 minutes e
(.74 Assist My Team Support 1272672017 3:54.00 PM gtt 15 minutes .

[] Technicians

mEw
4 Related Cases (3) per®® Bl Solsion |
Related Cases .® L
|Ca||er v||Bcrth v|| Open selected case | | Ma‘geselechflwl"' | | i Mark LEE |
e Save & Exit
ID Created Subject Status aantt e EH i |
(3117 8/16/20179:26:00 AM [ARON-117] Howto Use nonstand...  Onggpg#®* " | 3 Make KB |
320 7/29/2017 9:26:00 AM [120] Where can | find the extemgl [T ] *chaoing | vE2 D ‘
_@ 140 10/24/2017 5:07:00 PM [140] Aipkart and Urb'ag hai(!er.— am... Ongoing | @ |
wt® * Print
¥ Associated Users (1) | Other Options |

@H (=3 Reply Al [ oma | 1) Add from GAL | & Remove

Associated Users
Lzer Name Email
& Francas Freedi Francas@amt .com

Each section or tab is separated by a gray horizontal bar header. Clicking the bar hides or shows the information beneath
the section. In this view, all the sections may not fit within the available screen area, but with the aid of the vertical scroll
bar, you can navigate down to see the rest of the sections.

At any time, you can switch the case view to tabs or single page. And the add-in remembers your choice of View when
you open another case the next time.

5 » Enable 'edit mode' for the problem description field. By default, the HTML description field is locked.

6 Mark the current support request as complete. This closes the case and is moved to the 'Resolved cases' folder.
-~ e - . .
— Notification about closed case is sent to caller, if enabled.

7 B Save any changes made to the form.
8 B Save any changes made to the form and exit the inspector window.

g Generate a new knowledge base out of the current support request case. The generated knowledge base will be stored
— under the 'KB' folder.

Pagel 16
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10 NewID- Click this to assign a new case number. This would allow you to assign the next available case number through a
"~ popup window.

~ Change Case Number x

Current case number | |

Mew Case Number | |

(Generate next available number

«  Confirm

Cancel

Click the button ‘Generate next available number’. After clicking the button ‘Generate next available number’ a new case
number will be generated.

“ Change Case Number et

Current case number |11ﬁ |

Mew Case Number |'|.15 |

| Generate next available number |

«  Confirm

Cancel

To confirm the new case number, Click the ‘Confirm’ Button. Your existing case is now assigned with a new case number.

11 _ Print the current case using a template.

12  Other Options menu

i@ Insert KB to Conversation

T2 Insert FAC to Conversation

Cancel Case |

News

Insert KB to Conversation - Select a KB item and insert into the problem description field. A dialog pops up and
allows you to browse through the available KBs by problem category and type.

Insert FAQ to Conversation - Select a predefined answer and insert into the problem description field. A dialog pops up
and allows you to browse through the available predefined answers by problem category and type.

Cancel Case - At times, you may accidentally have raised a new case from an email, and you may want the opportunity to
cancel that case.

Pagel 17
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13 Added two buttons to place the case form in left or right side of the inspector window of the opened item.

First/Last Name |wgmef5 ”Gess | | Eg@Reply ||l || ks | Conversation [116] How to
Dy ame. Voo G | ot [
Call
Fhene |5ﬂ12334 | S %Tﬂc::{:ians % ExcelDoc.xls
Mobile (7122323343 S [ B 30 KB
Department |Sec1..|n1}r Personels " | _Tabs || = List |
Address - : Edit Saluti
=4, Hummer Avenue, Miami, Forda 9884 o on 1/4/2018 5:44:05 PM
| L Mark Complete |

Company Micheliin Fashion v | ¥ SaveaEit

[ Apply default technici 3 Make KB Click to place this
| Assign (5)] ﬁﬁgmm g |0} form to the
ouza - iEw =
| $add | Andrew Miller %b&de of
Baldwin Bevis = Print e Window
|| Self || ﬂ| Christopher Colu de o @
3 (Other Options
Service Level SLAZ
2=
Respond By Date | 8/19/2017 ~|| &: Product: Attachment Mar
Due Date /192017 ~ || 9:27-00 AM Iil || User: Dipankar Das
| || =a Email: dipankar.das@ kaiz
RESFONSE DURATION:

First response to caller was initiated in 1 minute Newsletter: ON

Pagel 18
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9. Case Preview Form

'Case Preview' form shows all the available helpdesk fields including custom fields. Additionally, you can now see all the emails
related to that case directly in the preview form. And you can reply or forward or send a KB directly without opening the case form.

Home Send f Receive Folder View 2 Tell me what you want

| Search Ongoing Cases L | Current Folder - || [HAKIM-116] How to use P LENTE R R R A
Remote Disc to share DVDs or |- i 0" )
All Unread By Custom... ~ & _ _ Ongoing Case #116 i L
: i o : Conversation [116] How to use Remote Dis¢ ‘= Case Summary Emails Motes (1) & Reloted Cases
116 U ‘l .X Posted On  Wed 8/16/2017 %27 AM | A/
[HAKIM-116] How to use Re... L TTT To Ongoing Cases — L Mark Complete A -8
L R | EEn
117 'i‘ Delayed "am,, - Name Walue
PARON-1TT] Hou o Use . TTT R e Dunon Frt rsponnetocaler was kit e
% ExcelDoc.xls . Esponse : on : : - :
118 Jot ] 30 KB Open Duration Still active, 153 days, 15 hours, 33 minutes si
[118] MacBook Pro: How to... — Breach Duration  Resolution over due by 136 days, 15 hours, &
" G| 2ummary2017.pdf = General Informaticn
119 FOF | 161 KB D 16
[119] How to use Remote D.., Recsived 8/2/2017 9:27-00 AM
= eceiv 27
120 o New Attachments: ExcelDocds, | | | Created on 8/2/2017 5:.27:.00 AM
[120] Where can | find the e... Summary2017.pdf Modified 12/26/2017 3.54.52 PM
oot Modffied By AssistMyTeam Support
124 Author Christopher Col
. pher Columb
(MOORE-124] Apple Portab.. How do | install an Callers Infarmation
application using a
131 A | PP s g ; First Mame Wouters
(31] Tech remote disc? Please help! Last Name Gess
- % Caller Name Wouters Gess
1115} i n [=1Caller Email wouters@mangostars
[140] Flip Ry Phane 54312334
143 * B m. Mobile 7122323343
[143] Printer not warking! P... Company Michellin Fashion
. - computer Address G4, Hummer Avenue, Miami, Forida 9884

There are four (4) panels in the preview form

The Case Summary tab shows all the available helpdesk meta fields including custom fields and the values these hold
" when you select or highlight any Outlook case item in the Ongoing Cases or Resolved Cases folders. These fields are
listed under 10 groups - Analysis, General Information, Callers Information, Problem Information, Service Level, Time
Spent, Custom Fields, Asset Fields, Additional Information and Logs.

Ongoing Case #116
:= Case Summary [} Emails

’o g Mark Complete

Mame Value
Response Duration | First response to caller was intiated in 1 min
Open Duration Still active, 153 days. 15 hours, 33 minutes si

Sresch Dustion Resokson overdue by 136 ays, T5hour,

General Information

D 116
Received 3272007 5:27:00 AM
Created on $/27°2007 5:27:00 AM
Modified 12/26/2017 3:54:52 PM
Maodified By AssistMyTeam Support
Author Chrigtopher Columbus
Callers Information
First Name Wouters
Last Mame (Gess
* Caller Name Wouters Gess
(@) [=1Caller Email woutersi@mangostar.com
— % Phone 54312334
— B Mobile 7122323343
o
[a W
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o If the selected case is ongoing, you would be able to mark it complete. If the case is resolved, you would

be able to reopen it.

Choose a service level to enforce to this selected case.

L Mark Complete | 3R Technicians

ERBLE

MName Yalue

: Y L
Analysis .

]

.
Case Age la?rs 45 minutes
Response Duratjeg »*

.
Edit Service Level  4A®

Service Level

SLA4

Projected Changes

Respond By Date 11472018 11:16:11 AM
Due Date 1162018 11:16:11 AM

Pricrity Normal

|

Close

e Enter a new time spent value to this selected case.

| L Mark Complete | 3R Technicians

onn®®

L ]
MName Value  yue® .

I

- [ ]
(24 Add New Time ‘..-"'
Time Spent

|3'D V| |minutes V|

US  Short Description
iio

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

2 Had remote asstance with caller and idertified the problem

Technician | Andrew Miller

J@

| Cancel

o Choose or enter associated users that have a stake to this selected case.

Response Duration

| DWarkCompler || fTechniciere || 9| Q|| 5| W
MName Value 4 ‘1'
Analysis ‘fi
Case Age 162 days, 49 minutes "‘

& New K

(3¢

Mame ||

Email |

AssistMyTeam
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Choose one or more assets (that are related to the issues reported by the caller) and associate it to the
selected case.

Mark Complet Technici ; .
g Mark Complete 42 Technicians || %'

"L
MName Value o* 2
. »*
Analysis “.‘—
Case Age 162 days. 49 pigtds
Response Duration _
&'
Add Assets to case ot
Select bzzets
[]Lab1 System 12 =l Add
[]Lab1 System 123
Lab1 System 14 Cancel
[ ] PhotoCopier at Library Level 1
] PhotoCaopier at Library level 2
[] Printer at Lab 1
[] Printer at Lbrary Level 3

In the Emails tab, you can see all the related emails of that case (including emails received from the caller and sent to
the caller from the helpdesk). You can reply or forward an email to the caller or send a KB quickly without opening
the Outlook inspector window.

Ongoing Case #116
‘= Case Summary =l Emails (4) Notes (1) _l,% Felated Cases e

i~ Reply to last Email o &

00000 ©

Subject
[=11116] Remate Disc lssue  11/18/2017... Received info@assistmyte
[=11118] Ancther issue 11/28/2013... Received FRamgeSoft Sup
=10116] Transcript of 28-.. 11/28/2013... Received Provide Support
=10116] New Download: ... 312/2013 ... Received info@assistmytea™

Date Crigin Sender ID

Quickly reply to the last email - This will make a reply to the last email that was received from the caller or
sent to the caller.

Make a reply to the selected email.

Make a reply from the selected email to the caller as well as to all the recipients in the CC field (if any).
Forward the selected email to another user.

Delete the selected emails permanently.

Reply the selected email with a chosen snippet of the frequently asked question (or predefined answer).

Reply the selected email with the content of a chosen knowledge base article (KB) including any
attachments and images.

oy, .
Back to TOC ‘ AssistMyleam



Pagelz 2

Back to TOC

Do more with your Outicok

= N

Not just emails, but phone calls, SMS

Leverage Outlook | Exchange | Web

>

>

Request for support

Reply with a resolution

Personal Helpdesk

In the Notes tab, you can see the private notes that are added by you.

0Ongoing Case #116

‘= Case Summary (=] Emails (4) Motes (3) |23 Related Cases
Add new note

Existing Noles Lgh Add >> E

[Added by AssistMyTeam Support at 1/4/2018 5:44:05 PM]

DVD or CD Sharing must be selected (as shown below) in order to use the optical
drive from your MacBook Air. if you want to require pemission before others can use
the optical dive on the computer, select the option called "Ask me before allowing
others to use my DVD drive "

[Added by AssistMyTeam Support at 1/4/2018 5:43:35 PM] o
Onece in the Contral Panel, click DVD ar CD Sharing Option as shown below.

[Added by Christopher Columbus at 8/3/2017 5:26:42 AM]

This problem needs to be studied carefully. From the initial looks of i, the issue does
not appear to be that serous, but after a thorough examination, | have come to the
conclusion that this small bug leads to the complete breakdown of the system

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

for Outiook

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

e Existing notes of the selected case. Each note is separated by an empty line.

Ongoing Case #116
‘= Case Summary [l Emailz  Motes (3) | Related Cases (3)

Related Cases o 9

Caller ~ | | Bath w

1] Created Subject Status

_La} 17 8162017 5:26:00 ... [AARON-117] Howto Usen...  Ongaing
_La} 120 72T 92600 ... [120] Where can [findthe e...  Ongaing
_La} 140 1072472017 5:07:00...  [140] Aipkart and Urban La...  Ongaing

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

Choose a filter that will be used to show related cases based on the caller, department, company or

domain name.

e Choose if to only display the related cases that are ongoing, resolved or both.
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10. Conversation threading

Most support requests cannot be closed within a single e-mail and response. Feedback from the caller and suggestions from other
stakeholders often occur over multiple request-response emails. Moreover, different members from the support teams may provide
resolutions during the course of the request. 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, Personal Helpdesk captures the complete course of the conversation chronologically, from
all email communications received or sent (including those automated notifications sent to caller and technicians 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.

File Discussion Insert Options Format Text Review Developer OutlookSpy

Use QOutlook’s built-in features
to format the issue

description,_insert images and B I Uakx, x ¥-A- ==== 1= Oy Lty T Normal

Arial ~[10 ~|A" A |Aa~ o |li=irliz= - Tl S é‘l q AaBbCecl

attachments etc. to bring out g
better sense of the problem Font r Paragraph "
@ This message was sent with Hgh importance. Case ¥ Emais Time (1) Assets

B N £l reply sentto GRS
Subject ' [45] Problem with my email client! caller by one of the ! 1/6/2017 12:3
- = : assigned technician 1/15/2017 12-
15-02-2011 5:31 PM - Reply sent to Francas F by 'AssistMyTeam Support' 1/18/201793
Dear Francas, : —————
- 3 E First Response No response to
Use the following steps for either issue:
Case Age 3 days, 22 hour
1. Open Mail. Category Applications
2. Choose Preferences from the Mail menu. Type Office 2008
3. Click Accounts in the Preferences window. A “noply Default (] Tec
4. Click ‘Send/Receive...” button. = s T
send to caller on lem ﬂ
Hope this will fix your issues. Let us know about the outcome. techrician assignment AN Processing

AMT Support Team
Automated notification
send to technicians on

15-02-2011 5:25 PM - New Technician Assignment Notification Sent to Francas F :
case assignment

15-02-2011 5:25 PM - Case Assignment Notification Sent to Alexander Buck, Baldwin Bevis

Cost mperate $45.00
Automated notification 1912017

send to call on new 45 seats, mee
case allotment

15-02-2011 5:23 PM - Case Allotment Notification Sent to Francas F

15-02-2011 5:22 PM - Problem description received from Francas F
I have the following issue with my email client. Please help!

"Cannot send message using the server Example SMTP -
The server 'smip.example.com' cannot be contacted on port 25. Consoll_date(_i
Select a different outgoing mail server from the list below or click Try Later conversation view

to leave the message in your Outbox until it can be delivered. § ofa SUppOl't
. request
How do | fix these? Original e-mail from q
caller containing the
Best Regards, Issue description

Francas F

This eases the task of the helpdesk and minimizes repeating what has already been done, while keeping you to stay on the track.
Another advantage is it allows you 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.

Page123
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Sometimes you might need to raise new case based on the issue reported by your caller through phone calls. In such situation, you
can press the ‘New Case’ button located in the helpdesk toolbar to raise a new empty case and feed the information including the
issue description into the form.

Folder

View

Q Tell me what you want to do

- g :; Z—n ﬁ 2 Z-n I Eﬂearch Cases
= ] = Mavigate To -
Mew |Convert Add to existing Create Reply Replywith Reply All O
case - KB withakB aFAQ withaFAQ = MyCases~

Personal Helpdesk {10

1.4.249)

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

File Discussion Insert Options Format Text Review
o C o o= _a= D > o
Cut Asial To -|& a|=-i=- Po mj @J _._‘ ==I ™ Follow Up q
. Copy el e & z ! High Importance =
aste aky _ - == = | &= = ttac ttac Ignature ategorize oom
- ~ Format Painter nu ¥-4 B | — — [ Fle- ltem~ = < ¥ Low Importance
Clipboard [P Basic Text ] Include Tags Zoom
Case ¥ Emails Time (0) Assets Related Cases () Associated Users {0) Logs (0) Motes (0) Related KB Aticles
m o :FCaIIers list @GN— Ong."ng Case Post To Ongoing Cases
Received 1122018 8:27:42 PM Email v "fl Conversation
Created on Apply Default Technicians SLA M Subject
Modified FirstLast Name l CaReply || || B
First Response No response to caller initiated yet! Display Name
Case fAge Phane | [N Callers r" 9
Category Applications ~| Mobile | % EL- Technicians
Type [office 2008 ~| Department - Tabs [EW List
Apply Default [ Technicians [Jsa Address . Edit Solution
Zone ~ 3 Mark Compl
arl mplete
Status Awaiting b
Origin Phone .| Company ~ = ] Save & Exit
Pricrity Normal > ﬁs’*"‘r’u::efa”'st iechnician 3} Make KB
INEETTNED) | Assisthly Team Support B
Allotment Template | ajlgtment 1 ~|| %Md E.L o D
[] Use Default Template {l S [Etl Print
Custom Fields (7) = 2 I
BranchCost ] (Other Options
BranchDesc Service Level > EI 5
Respond By Date | 1/12/2018 ~|[ 8:27:42PM 3] *5
Due Date | Bi| =l
BranchDOB

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

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

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

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

>
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12. Raise a new case from an email manually

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

12.1 Convert email, appointment or task item to a case

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

Send / Receive Folder View Developer Add-ins Q Tell me

D =D ZE kD e DS =0 Search Cases
RAR A D58 D¢
W > Navigate To ~

Settings  New Convert Add to existing Create Reply Reply with Reply All

- Case to case case~ KB  withaKB aFAQ withaFAQ B My Cases~
' Personal Helpdesk {10.0.3.214)
Clutter 7 .’ All Unread
G b 58 ¥4/ Do [susrcr [Recer
I [z Drafts 4 oite: Today
b I3 Sent Items Problem with my Printer! Thu 1,
3 Calendar AssistMyTeam : Thank you for your purchase Thu 1/
encrypted Emails 4 Date: Yesterday
SV: Team Helpdesk Wed 1

[ Deleted ltems 1

RE: TeamlssueTracker Issue Wed 1
b [R=] CAantarts

This new case will be created under the ‘Ongoing Cases’ folder. You can then add further details (such as the classification of
problems the request falls into) to the case form.

[113] Problem with my Printer! - Discussic

Developer OutlookSpy

x (Vi History Ongoin... 9-) To Manager @ ‘03 Rules ~ {Q, ==. e a% A Find Q
E1 Team Email v Done ) [ Related ~
Delete 9‘_ R,?P!X & _D,evle,tve” ; C_(gatg ,Ne"‘( M(v)ve B} A cierts Uh::e:td Cate?onze FSIFI,O:N Tranvslate [§ o Zoom
Delete Quick Steps M Move Tags Editing Zoom
e AssistMyTe. Posted On U 1/19/201712:34PM  Case . Emails Time (0) Assets Related Cases (0) Associated U
Posted To Ongoing Cases m ID {113
Conversation Problem with my Printer! Received 1/19/2017 12:31:00 PM
Siibjéct '[113] Problem with my Printer! |1 Created on 1/19/2017 12:34:00 PM (AssistMyTeam Support)
5 Modified 1/19/2017 12:33:31 PM (AssistMyTeam Support)
1/19/2017 12:31:25 PM - Problem description received from Femt Bespanss; - No responss to callocitialed yet!
Francas F Case Age 0 minutes
Category Operating Systems v
Hi Support, o Type Mac OS X Leopard v
L g::/:i ;I.Jsu;c:;aps;gtggg printer last week from your store, but Apply Default ] Technicians BET
Please help me! Problem East Zone %
Status False v
With Best Regards, Origin Email ~
Francas F Priority :’ Normal 7
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12.2 Raising a new case after sending the initial lead/contact to the caller

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

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

Insert Options Format Text Review Help Q' Tell me wh

Mew L Cut _ R — s
- Calibri (Boe~ |11 ~| A A iz - E: - bo |"l'."'a
p Copy Add
aste BE I U 3. r | |[= = = &= a= re
- ~ Format Painter = '& - - | — Eool
Personal Helpdesk Clipboard I Basic Text (P M
From helpdesk@AssistMyTeam2, onmicrosoft.com
To... Monica Lewis
Send
Cc...
Subject serial Key attached far your purchase
Attached D Licensekey.tut .
ache 768 bytes
Hi Monica,
Your serial key is attached with this email. Should you have any question, please contact us.
Support Team
XYZ

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

2d Users (0) Logs(0) Motes (0) Related KB Aricles ) —
Ongoing Case .H..-.raltmg

m '-ri:Callers list @GAL #145 Conversation  Serial Key attached for your purchase
Emsail i it 7 onmicrosoft.c || A Subject 145] Serial Key attached for your purchase
monica@assi n'rft_e.?m onmicrosoft.c #4 ubje [145] ey yourp
Lipply Default [] Technicians []sLa
FirstiLast Name [Monica [Lewis | CeReply || G LicenseKey bt .
i - 880 bytes
Display Name [Monica Lewis |
Phane | | % [ Callers
Mobile | e[| L Tectmicans 1/12/2018 9:00:00 PM - Problem description recei
Depmaiment - Tabs =M List
Address -+ Edit Solution Hi Monica,

Your serial key is attached with this email. Shoult

st Mark Complete please contact us.

Compamnmy w | & Save & Exit
Apply default technician 3 Make KB Support Team

I ER] [ Assist My Team Support IS xrz
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13. Add an email to a case

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

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

m‘. é; = [ﬁ @ @ @ ESear.chCESE

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

- Case tocase 'case* witha KB aFAQ with a FAQ L'-J‘\ My Cases -
ﬁ Thmugh Search o (10.1.4.245)
b =1 Inbox 201 133 Th.nugh ID eead
*

*
I [ Sent ltems "'* Problem with my Printer! [113]
5] Deleted ltems 43 + | don't see the Manager Tool in Cutlook 2007
cl
) E“;‘_ Mew Enquiry Submitted from Contact Page
Archive

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

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

s, Addto Case #

Time Period Any e
Report Type Any * | Filter By Technidan
Search by Technician e Name |Aaron Beit
Group by Mane w
Scope @ all () My Cases | | 5 Search I Reset E
Case £107 selected. Click 'Add’ to Continue " confirm Cancel
Subject Case Mumber Due Date Technicians Respond B
|2 [102] Troubleshooting the MacBook Air SuperDrive 102 1202017 5:18:00 PM Aaron Beit 1/20/2017
51[107] How to Use non-standard discs in optical drives 107 1132017 5:18:00 PM Aaron Beit
|22 [42] How to use Remote Disc to share DVDs or CDs... 42 1/19/2017 12:35:00 AM Aaron Beit{Alfred C...
|22 [91] How to install applications using the MacBook ... 91 1/21/2017 5:18:00 PM Aaron Beit 1212017
£

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

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

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

1113
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14. Add replies to associated case

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

Hame Send [/ Receive Falder View U Tell me what you want to do
m #_-? = E l% Ij :; :—E @ : .-E ; _'-D [53 Search Cases
_“' . \_ ] > Mavigate To -
Settings  Mew Convert Addto Open  Resetlink Create Reply Reply with Reply All =
- Case tocase Case®113 Case®113 toCase KB withaKB aFAQ withaFAQ ‘= My Cases~
‘ Personal Helpdesk {10.1.4.2449)
L ]
> All Unread ] Search test1
n
Wi |O|m |suBjEcT ® RECEIVED SIZE Ccal

Fri 12/2/2016 7:... 8 KB
Fri 11/25/2016 7... 119 KB
52 KB

Problem with my Printer! [113]
| don't see the Manager Tool in Cutlook 2007
E;‘_ Mew Enquiry Submitted from Contact Page Thu 12/1/2016 7...

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

Settings > Email Tracking — Incoming tab.

£ Administration Panel : Personal Settings

(4 il
Save Exit

General Incoming Email Tracking  Qutgoing Email Tracking  User Interface  Other Options

Automatically track incoming replies, and update the associated Support Case

Account Type

%helpdesk@.ﬁ.ssisﬂﬂﬂea. .. Inbox
|:| %suppurt@assistnyteam. .. Inbox
] %bahrur@.ﬁ.ssisﬂﬂﬂeam. v Inbox (Default)

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

>
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15. Remove link to case from an email

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

Send f Receive Folder View Developer Add-ins Q' Tell me what

REE E= 8 8 8 8 B

E.ettlngs Mew Conwvert Open Resetlink Create Reply Reply with Reply All

- Case tocase Case®d toCase KB witha kKB aFAQ  with a FAQ [:-L My Cases ~
Tea desk {10.0.3.213)
> All Unread Search Ci
Ui | |0 | FROM | SUBJECT
info@assistmyteam.net [TEST1-4] Mew Download: Team TimeSheet for Cutlook

oy, .
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16. Using Predefined Answers (FAQs) to reply emails

desk
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There might be times when you just need to answer briefly to a frequently asked question from callers. Instead of framing the
answer over and over again, just imagine how easy it would be if you can compose a predefined answer lists with relevant answer
categorized by problems. With such a setup, it is very easy to reply to a support request email by just selecting the appropriate
predefined answer and embedding it to the email.

The predefined answers list is most prominently used in the outlook case form.

Case '~ Emais (1) Time (0) Assets () Related Cases () Associated Users (0) Logs (2) Motes () Relate
View |3 = MEREWSEIEE
Subject Date Origit i " ""
[=][AARON-144]iPhone not charging! ~ 11/20/2017 7:58:35...  Origi M'Er i‘:f;f::‘e’f; "t charge. | suspec
@
@ Select a predefined answer .'. C
Enter Keywords | | | ., Search Preview
Select an item to insert: tﬁ
EI :9 ﬂpple Wireless Mouse A
- Cannat send message using the server exar Check to see if the Hold

¢ L Howto charge my iPod?
=8 :;' Time Capsule

% B8 | My iPod won't tum on

switch is on. s located on the t
the bottom of iPod. When it's in the on
position, you'll see an orange patch.

= lications
Eg;plwm To turn the hold switch off, slide it until
¢ L Howto reset my iPod (one with the click wh longer SEEhthE orange pat':h_' d
EI:? Office 2008 Press any button to turn on iPod.
i) How to requst access to someone else’s O
= Services
EI:? Sales
i Digk is not accepted in my MacBook Air Su)
L
< >
[ ] Send reply directly G Insert Cancel
When launChed’ the predeflned answers d|alog box From helpdesk@AssistMyTeam2.onmicrosoft.com
displays questions which are arranged and grouped in a 1=
. . . - . i i .
hierarchical tree (e.g. problem categories and types) cend £ francas. frecdi@assistmyteam.net
allowing you to select an answer and reply to the caller. Ce...
And the chosen answer (FAQ) is then inserted to a new Subject RE: [AARON-144] iPhone not charging!

the case).

Page13o
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reply, ready for dispatch to the recipient (e.g., caller of

Check to see if the Hold switch is on. 1t's located on the top
or the bottom of iPod. When it's in the on position, you'll see an orange patch.
To turn the hold switch off, slide it until you no longer see the orange patch.

Press any button to turn on iPod. |

From: francas.freedi@assistmyteam.net
[mailto:francas.freedi@assistmyteam.net]
Sent: Monday, November 20, 2017 7:59 PM

To: AssisthlyTeam Support <helpdesk@AssisthMyTeam2.onmicrosoft.com:=

Subject: [AARON-144] iPhone not charging!

Hi Support,

My iPhone won't charge. | suspect it's defective.

Please help.
Francas
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The predefined answers can also be used to select an appropriate answer and reply directly to emails (outside of Personal Helpdesk
folders) say in your Inboxes. In fact, they are available in appointments, tasks as well.

Send f Receive Folder View

Developer Help Q Tell me what you wan

EE A S8 8 @ o

) = a Mavigate To -
Settings  MNew Convert Add to existing Create Reply Replywith Reply All

Mew
- Case tocase case~ KB  withaKBgf aFAQ with a FAQ 5 My Cases - Email
Team Helpdesk 110.;1.24?} = M
*
All Unread | Search Current Mailbox o : o)
L L]
%)@ | SUBJECT o - MODIFIED |RECEIVEI
L
4 Date: Last Week ...‘ :
iPod not charging! Please Help ¢ : Tue 11/21/2017 8:38 P... 5at 11,/1.
Elj How to use Remote Disc to share DVDs or CDs on a Mac : Tue 11/21/2017 8:30 P... Sat 11/1.
() select a predefined answer ‘* O >

Enter Keywords | ||ﬂ Search | [~] Preview

Select an item to insert: EI
=] Accessories
-3 Apple TV To charge your iPod, connect your
. »~(J How to remove the battery from my MacBoc iPod to your computer's built-in 6-pin FireWire

E‘ = Apple Wireless Mouse or high-powered USB port or connect it to the

: Apple iPod Power Adapter and plug the power

- Canmot send message using the server exa
m How ta charge my iPod?

adapter into an electrical outlet. Note: iPod
=l 3" Time Capsule models without a Click Wheel cannot be
+-(.J My iPod wont tum on charged via USB. iPod shuffle requires a high-
=L Applications power USB port to charge. iPod nano and iPod
- iWork (5th generation) can charge via USB or
. ~J How to reset my iPod fone with the click wh FireWire, but they require USB to sync with
=l 3" Office 2008 iTunes. I you are connecting via USE and the
t- L) How to requst access to someone else’s DU - battery is completely discharged, there may
f‘"m Senvicas N be up to a 30-minute delay before iPod v
FHAREFS IR
[] Send reply directly & Insert Cancel
From info@assistmyteam.net
=1
Ta. | rob@somecompany.net
Send
Cc... |
Subject |iF‘::|d not charging! Please Help

To ChEI‘gE your iPod, connect your iPod to your computer's built-in -
pin FireWire or high-powered USE port or connect it to the Apple iPod Power
Adapter and plug the power adapter into an electrical outlet. Note: iPod models
without a Click Wheel cannot be charged via USB. iPod shuffle reguires a high-
power USE port to charge. iPod nang and iPod (5th generation) can charge via
USE or FireWire, but they require USE to sync with iTunes. [f pou are

connecting wa USE and the battery is completely discharged, there may be up
to a 30-minufe delay before iPod powers up.

—-Original Message---—

From: rob@somecompany.net [mailto:rob@somecompany.net]
Sent: 5aturday, November 18, 2017 5:44 AM
To: info@assistmyteam.net

Subject: iPod not charging! Please Help

My iPod Touch won't charge at all. Please help_|

Page13 1
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17. Knowledge Base

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

=] Problem Category: Notebooks (7 items)

=] Problem Type: MacBook {4 items)

fﬂ MacBook Pro: How to install memary Motebooks MacBook
Lfﬂ, How to setup AirPort Base Station and Network Motebooks MacBoaok
|74  How to use Remote Disc to share DVDs or CDs on a Mac MNotebooks MacBook
fﬂ iPhone: Making and Receiving a Call Motebooks MacBook

=] Problem Type: MacBook Air {1 item)
fﬂ How to enable DVD or CD Sharing feature in MacBook Air?  Motebooks MacBook Air

=) Problem Type: MacBook Pro (2 items)
I_fﬂ Useful keyboard and trackpad tips and shortouts Motebooks MacBook Pro
I_fﬂ How to Use non-standard discs in optical drives Motebooks MacBook Prao

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

17.1 Outlook Knowledge base form

Understanding the Outlook knowledge base form

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

File Discussion

Posted To KB

KB #1026 o Conversation The drive doesn't accept any discs

9 Subject The drive doesn't accept any discs @

Created on |E.;1ﬁfzu1? 9:26:45 AM
Modified 1/12/2018 1:50:46 AM

|
0 || I have a MacBook Air. Since yesterday, the supel
Category [Notebooks €] on my mac won't eject discs and when playing tt

Type | MacBook ~| | media, it produces a noisy sound. Please help!

GD rvste a Resolution: @

|24 Edit Solution
1. Make sure you are inserting the disc far enough for the drive n
Forward e fo activate. Discs must be inserted ot least three-quarters of tf
i ] Save & Exit 0 into the drive, and often nearly all the way in, before the drive
@ them in.
@ : 2. Check the disc's surface for scratches and dirt, since these thin
@ prevent the disc from appearing on the desktop.

3. Make sure the drive can read the disc by checking its shape an
Onfy 120 mm round discs can be used in most models. The firs:
a standard 120 mm round disc. The second is an 80 mm small
disc. The others are nonstandard shaped discs.

o The unique ID that is assigned to the KB article.

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

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

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

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

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

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

Click this button to save any changes made to the current knowledge base and close the inspector window.
Click this to save any changes made to the KB article (without exiting the window).

Place the KB form on the left side of the window.

Place the KB form on the right side of the window.

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

The description field of knowledge base item. It may have any number of file attachments, HTML formatting, and
hyperlinks to other web pages etc. You can use the default Outlook formatting tools (such as bold, font, fore color etc.)
on this field.

0660000 O
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17.2 Creating a new knowledge base

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

To create an empty KB article from scratch, click ‘New KB’ button located in the helpdesk toolbar of the KB folder.

Folder View ' Tell me what you want to do
A= ﬁ 5 Export to File = EI o lgnore D
1B ['ke & | x
. r‘,ﬁMy Cases~ Clean Up~ ]
Mew  fForward - . Mew  MNew Delete Archive
B KE &= Current View~ | Email ltems = 3@Junk*
Knowledge base {10.1.4.24%) Mew Delete
£
4 Teamn Helpdesk All Unread
Histary Ongoing 3 ke= |1 O|@ |suBECT
Histary Resolved 1 4 Problem Category: Motebooks: 5 item(s)
KB 4 Problem Type: MacBook: 5 item(s)
[+ Schedules 1027 # Mac 05 X 10,5 Can receive email, but not send email
Ongoing Cases §1ﬂ26 £ The drive doesn't accept any discs
1025 # How to use Remote Disc to share DVDs or C0s on a Mac
Resolved Cases + o ] ]
1024 How to Use non-standard discs in optical drives
Settings 1023 1 MacBook Pro: How to install memary

To create a KB article using the contents of an existing email, click ‘Create KB’ button located in the helpdesk toolbar in your Inbox.

Q' Tell me what you want to do

Send f Receive Falder

View
m ‘4?_-; 5?'_:.2 g ! ﬁ _'-j 5 _-j i E Search Cases
- 3 Mavigate To -

Settings  MNew Convert Add to existing | Create Reply Reply with Reply All

- Case to case case ™ KB witha KB  aFAQ  witha FAQ ER My Cases ~
Personal Help8esk (10.1.4.249)
P .
[+ Inbox 201 All Enread
I+ [z, Drafts

1 O | suslecT
1.., Problem with my Printer! [113]
E‘ Deleted ltems 43 i | don't see the Manager Tool in Outlook 2007

I = Sent ltems

Archive Q_ Mew Enguiry Submitted from Contact Page

> [E5] Calendar

And then choose the category and type to which the new KB belongs to and save it. A new ID will be generated and assigned. It is
then available for reference by other technicians as well as for replying to recurring issues reported by your callers.

Conversation

KB #1028 Subject | don't see the Manager Tool in Cutlook 2007

Created -46: . .
r on |1,-“12£2D1E Sl | When | install TeamTimeSheetManagerSPSetup_xB6.exe
Medified 1/12/2018 11:46:23 FM header of mine Cutlook 2007,

Category Ropicatons T = inbox - Microsort cuteo I
Type Cffice 2008 e iEiIe Edit VWiew Go Tools Actions Help Adob

[ ] Private | 3 New - @ A3 x i Reply a Reply to All (o, F

=4 Edit Solution Feam FeamSheet Manager

Foreard

>
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17.3 How to use the knowledge base

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

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

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

Send / Receive Folder
m “?% .’%—:‘ ﬁ ié-j ﬁ g Z-j ; __'-j ESearch Cases Ijl & . (G lgnore
L " 5 Bavi HIE x
) = ) avigate To - Clean Up
Settings  Mew Convert Add to existing Create Reply eply with  Reply All = Mew  Mew
- Case tocase case~ KB ithaKBJf aFAQ withaFaQ G My Cases~ Email [tems ~ 3'3 Junk -
Personal Helpdesk [T T, 49]", Mew
b Inbox 201 < Yoo
All Unread t, Search test1
I+ [z, Drafts [1] L
b P Sont | x| O|@ |suslecT Yoo RECEIVED
t It
7 »ent ftems Problem with my Printer! [113] ~ %, Fri 12/2/2016 7:3...
[z Deleted ltems 43 Can't install RAM on Macbook, Help!" Fri 11/25/2016 T:...
Archive | don't see the Manager Tool in Cutlook 2007 Fri 11,/25/2016 7:...
=] Mew Enquiry Submitted from Contact Page Thu 12/1/2016 T:...
- [F5] Calendar € o

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

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

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

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

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

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

Resolution: e )

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

computer.
Both memory slots can accept an SDRAM module that meets the following specifications: v
knsert selected KB as
— Insert
™ OwordDOC [ O Single File MHT @ Inline HTML e g Ime
b (O Adobe PDF  vii O Microsoft XPS e
[] Send reply directly 6

Browse through the listed KBs by problem type and category. Click a KB subject from the tree view to preview the content. Finally,
when you have found the appropriate knowledge base item, select 'Insert'.
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The listing of all non-private KB articles available for references. KB articles are presented in tree-view layout with
problem categories as parent nodes and problem types as child nodes. And KB articles are then shown, grouped by
category and type.

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

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

% Selecta KB O X

Enter keywords |digc ||—£ " [] Preview

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

b

=] Motebooks .
L ]

EIEﬁ' MacBook -
g [1023] Mac‘uk Pro: How to install memary

------ a4 [1024] How to Use non-standard discs in optical drives

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

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

©es

From bahrur@assistmyteam2.onmicrosoft.com
=1 o
To... |sumemller@xyz.mm Select KB article is
20T embedded as inline
Fie | content into the body
Subject |RE: Can't install RAM on Marbonk. of the [E[]l'jl"
Resolution:

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

Eoth memory slots can accept an SDRAM module that megts the following specifications:

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

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

MacBook Pro How to install memory.pdf

Attached o 33 KB

Additionally, you can also customize the attachment name of the PDF or Word document such as naming the attached KB
article file with the ID of the KB, or with the subject summary or a combination of both.
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Insert selected KB 33
@ () \wlord DOC ﬂ () Single File MHT () Inline HTML

A @ Adobe POF v O Microscft XPS
SCImEnt namng
(KB ID @ KB Subject O Both

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

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

So, you have a repository of support request cases stored in your exchange folders. As the number of logged cases multiplies,
finding the right information at the time of need is crucial for helpdesk team. For example, more so then often, technicians
would require querying information based on particular cases, assets, callers etc. Personal Helpdesk supports a
comprehensive search capability with rich filter sets including full text search on case description body, or on predefined drop-
down lists such as caller, technician, department etc.

+, Search/My Cazes —

Time Period This Week

Report Type Any i 9

Search by Mone = 0

Group by Status o a

Stope (@) All (O My Cases@ Reset IjIFieldsa

& Reopen 85 L3 Delete | [h Export To PDF - | 54

Teﬁ:ians

S 5217 12:55:00 &
Schneider Lomon Abu Hakim 1/21/2017 12:33:00 Ap
Marek Mi John Barrett 1/19/2017 5:18:00 PM

¥ Reply t'a Reply with a KB |} Edit 85

Subﬁ

Deferred (3)

T
(=)

._.Q [78] How to use Remote Disc to share DVDs or CDs ... 78
|= [90] Troubleshooting the MacBook Air SuperDrive a0

Delayed (23]

= Case Mumber  Caller Mame Due Date

T
=

= [30] iPod won't turn on!
|=% [36] How to use Remote Disc to share DVDs or CDs ...

T

& 5 8B

G /s 17 12550 A

Davis Wang Robinson Lee 1182017 12:35:00 AP
Weber Mark Raymond Wang 1/19/2017 12:38:00 Ap
ISR 1/:5/2017 12:38:00
= [41] Mac OS5 X 10,5: Can receive email, but not send... 41 Rodriguez Jes Vikram Singh 1/18/2017 12:33:00 AP
2 R /17 12550 4
2 IS CESEEEEE 1/:5/2017 12:38:00 A1

_ Abu Hakim/Ada...  11/12/2016 12:45:00..

=

._.;g [61] iPod won't turn on! Hofer Song John Barrett 1/8/2017 12:38:00 AM
._.g [66] Where can I find the external ports in MacBook ... 66 Marek Mi Michael Moore 1142017 12:35:00 AP
._.Q [70] How to install applications using the MacBook Ai... 70 Leitner Garlie Robinson Lee 1/17/2017 12:33:00 Ap
._% [75] How to enable DVD or CD Sharing feature in Ma... 75 Durand Fi Alexander Buck 1/6/2017 12:38:00 AM
|=I [94] Where can I find the external ports in MacBook ... 94 Fenech Fo Curtis Bruce 1/19/2017 5:18:00 PM

= 951 Howe tn setun AirPart Base Station and Nehwark a5 Virtanen Sinnh Rohinzon | e 1MR2017 51800 PM

£

Total: 91 |.j Ongeoing: 50 || Response Time lapse (&) " Due Time Lapse (20) |_

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

Any

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

i$>
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e 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 SLA Breach - Due Date
Cases with SLA Breach - Response Date
Cases with no Due Date

Cases with no Response Date
Cases with no Service Level

Cases with no Caller

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

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

Fields: You are free to choose which particular |} Search Resat
helpdesk fields/columns show up in the search

result and report. Just click the 'Fields' button,  elete | =i Export To PDF ~ =

and choose the wanted columns to include.

= Fields

© 6

ier  Caller Mame Technicians Due Date Caller Emi

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

Choose columns to display

Mandatory Fields Confirm

T= Subject
C®=Case Mumber Cancel

sessions.

Optional Fields 2

= Technicians
Cm=Due Date
Cm=Caller Name
(] == First Name
[ C@Last Name
I |EICscaler Emai
= Mobile

[~ C= Phone Choose your own

] = Address
7] =@ Department columns to

[ Em Company display in the
[/ == Respond By Date search or report
= Resolved

[ ] C=Closed on

] Cm Category

L] C=Type

[]Cwm Status

- | = First Response
= Cm=Origin

i1 | N = PR I [ P

v

B T S e e L LT Pl = 1 T THATARTT L0 TEA [1]

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

Page139

oy, .
Back to TOC ‘ AssistMyleam



Do more with your Outiocok
Not just emails, but phone calls, SMS
Leverage Outlook | Exchange | Web Reply with a resolution

Request for support

Personal Helpdesk

for Dutiook

o Reply: Compose and send a reply email to the caller of the selected case.
e Reply with a KB: Choose a KB article and embed it to a reply email to the caller.
9 Edit: Open the selected case in its inspector window in Outlook for viewing or further editing.

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

0 Delete: Permanently remove the selected cases from the Personal Helpdesk folders

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

Reply | “ReplywithakB | | 7 Edit % Mark Complete | |3 Reopen “13 Delete |=h Export To PDF ~| &4

Subject > Case Mumber  Caller Name Export To Webpage (HTML)

157 e Porsbe: ot decomect e ot < ot To0S

B @| Export To Archived Webpage (MHT)
£ [51] iPod won't turn on! Hofer Song Export To Word 97-2003 (DOC)

=1 [66] Where can I find the external ports in MacBook ... Marek Mi Export To Word 2007-2013 (DOCX)

B [70] How to install applications using the MacBoak Ai... Leitner Garlie
=1 [75] How to enable DVD or €0 Sharing feature in Ma... Durand Pi

£ [75] Apple Portables: How to disconnect the Magsaf... Schmid Scumb
£ [77] MacBook Pro: How to remove or install the battery Reiter Ask Christopher Col... 1212017 12:38:00 AM
£ [82] Useful keyboard and tradspad tips and shortouts Parn Strom Abu Hakim 1/13/2017 12:38:00 AM
Ej [93] How to Use non-standard discs in optical drives 93 P&rn Strom Curtis Bruce 1/21/2017 5:18:00 PM

Export To RTF
Export To OpenOffice OOT

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

k Complete | 5 Reopen % Delete | [@h Export To PDF - | (5

= Case Mum... Caller Name Te jans Cue Date Caller Email Respond By Date
1t.cnm
Export Cases X
B:00F
You are aboutto export 7 cases to files. Click 'Continue'to proceed [+ Continus 18:0.

Save in: Cilsers\user\Desktopitesti THO
Case 1: [30] iPod won't turn on!

Please wait... processing request

]
180,

@ Cancel

IR reeTEmEngEr T ————

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

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

Helpdesk summary reports play a vital role in keeping informed you about recent cases - that were created, worked, overdue
or resolved. Personal 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.

s, Summary Reports

Time Period This Month e o
Report Type Cases Due w 9
Search by Maone ™ 0
Group by Company ~ 0
e @om  Omom | [

6 = Print .@ [ Export to File Exit

List L @ﬂ €10 Editable HTML %rid
I{eport
Generated by : AssistMyTeam Support
Time : 1/18/2017 12:08:07 AM

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

Case Mumber  Caller Name  Raise Duration Open Duration Duration Status

i

Company: Angel Heart Hospital (3)
[37] iPod won't turn on! 37 Reiter Ask 5 days 2days 23hrs 29mins |0 mins

41 Rodriguez Jes & days 2days 23hrs 29mins |0 mins Delayed

BN FernechFo  14days  IEISIOSRRSEOMRSIN - irs Processing
SN Jacobs Jab  2days  EESIRSEN - s 50 min IS

Company: DSFF Gyms (3)
[41] Mac Q5 X 10.5: Can receive email,
but not send email

Company: Kilostar Engine (4)

giﬁogimload: Sl L info@assistmyl 1 day 16 hrs 27 10 days 5 hrs 23 mins ‘.E :jn?:: Lo
[45] Troubleshooting the MacBook Air . ) ) )
SuperDiive 45 Kovacs Serbia 9 days 2days 23hrs 29mins |0 mins
[51] Troubleshooting the MacBook Air ) )
SuperDrive 55555 51 Lefebvre Frenc19 days 2days 23hrs 29 mins |0 mins
Summary Count

Ongoing 28
Respaonse Time lapse 4
Due Time Lapse 15

40

148
Resolved a

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.

>
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<V
SIS

Request for support

Year, Last Year, Date Range, On

Reply with a resolution

Personal Help

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

Time Pericd
Reporttype
Search by
Group By

Date Range...
TimeSheets Ending
Mone

Activity

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

desk

for Outiook

v From |10/10/2017 [ @~ | To |10/17/2017, B~ |

¥
October 2017 k

bt 4
~ Sun Mon Tue Wed Thu Fri Sat
w 24 25 26 27 28 29 30
1 2 5 B 7
a g i 12 13 14
E 15 16 [ 17 ] 19 20 2
22 23 o 27 28
29 30 AN 1 z 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 SLA Breach - Due Date, Cases with
SLA Breach - Response Date, Cases with no Due Date, Cases with no Response Date, Cases with no Service Level,

Cases with no Caller

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

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

your choice, and even set the width of the

columns. These formatting from the List view
panel will be inherited on other tabs - HTML,

editable HTML and Grids.

The tool will remember your choice in
subsequent runs. You can re-arrange the

columns by drag-and-drop to get the kind of

view you want. And the display order of the
columns will be retained in subsequent

sessions.

[} Search
elete | [ Export To PDF - | &4

wer  Caller Mame Technicians

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

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

Rezet Fields

Due Date

Caller Email ™

Choose columns to display

*

Mandataory Fields
Em Subject
Cm=Case Number

Confirm

Cancel

Optional Fields

C= Technicians
CmDue Date

Ce= Caller Name

[] == First Name

[ & Last Name

| ~c=caler Emai

= Mobile

C®@ Phone

CE= Address

= Departmert

Cm= Company

= Respond By Date
C= Resolved
[J=&Closed on
[]CaCateqory
[(IcaType

[ e Status

4 | = First Responsze

£ C®Origin

il A= no o

T [ [ Mgy

Choose your own
columns to

display in the
search or report

W

AThrrlmrn mf Frrimtbms Eombrrmrien Tirnmen FETT Tl 4 AT P00 T .40 BEX 1%

Some useful calculated fields that you can include in the report:

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

the case was raised.

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.

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.

e 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.

=L Print
lst [0 HTML g @ Excel2007- 2013 (xls) |

| I Bxport to File Exit

[51] Troubleshooting the M Excel 93 - 2005 (*xls)

SuperDrive 55555 rench 19 days

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

Company: Michellin Fas

|z Adobe PDF [*.pdf)
Microsoft XP5 (*xps)

[39] Troubleshooting the M

SuperDrive Plain Text (*.tdt) gh 15 days
[52] How to setup AirPaort Rich Text (*.rtf)
and Metwork 5| Web Page (htm) = 4 days
[53] iPod won't turn on! el FoFagel.mm i=on 9 days

| i HML (% el
[95] How to setup AirPort (*xml) ah 21 days

and Metwork

e List report view mode - This acts 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 [ HTML [ Editable HTML [T Grid

Subject Case Mumber  Time Spent  Raise Duration
Accessornies ()

._& [121] Mac O5 X 10.5: Can receive email... 121 29 0 mins

._;9 [125] Mac OS X 10.5: Can receive email... 125 9 2 days
Applications (16)

~~ [118] MacBook Pro: How to install memory (ESINNNNN 13 2days

e

|2 [ALEX%-129] test case from TWA 129 200 0 mins

|22 [131] TechSparks 2017 is doing it with d... 131 0 10 hrs 15 mins
u_ 0 5 hrs 24 mins
|23 [133] Mew Download: File to POF for Wi... 133 0 14 hrs 23 mins
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Response Duration  Open Duration

59 mins 1day
0 mins 3 days

S s o= 5.

90 days 18 hr...
67 days 15hr...

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.



Do more with yvour Outiook
Not just emails, but phone calls, SMS

Leverage Outlook | Exchange | Web Reply with a resolution

. Request for support
P Personal Helpdesk

for Dutiook
List - Template L HTML &7 Editable HTML 1] Grid

Report

Generated by : AssistMyTeam
Time : 11/22/3017 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 mins 33 mins
Problem Category: Accessories (2)

Eﬁiﬂszggir 10.5: Can receive email, but 171 29 0 mins 53 mins 1day

[125] Mac OS5 ¥ 10.5: Can receive email, but 1325 g 3 days 0 mins 3 days

not send email

Problem Category: Applications (16)

116 days 5 hrs

0 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 [0 HTML [0 Editable HTML [ Grid

SFHtaBosEESTECFEFE -EHRAS
B J U | Font Arial - Size 1(8pt) - A |- Black vl ar ||:| Transparel

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

Report

Generated 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 f
Problem Category: [Empty] (1)

[130] Mew Download: Issue Tracker for 130 0 46 mi 69 days 19 hrs
Outlook & SharePoint {Team Edition) mins 41 mins
Problem Category: Accessories (2)

Eﬁﬂeﬂszggir 10.5: Can receive email, but 171 2 0 mins 59 ming 1day

[125] Mac 05 X 10.5: Can receive email, but 125 9 2 days 0 mins 3 days

not send email

Problem Category: Applications (16)

116 days 5 hrs
- BN

@ 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
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data from this grid to Microsoft Excel or vice versa. And you can of course export the report as Excel spreadsheet

List-Template [ HTML [ EditableHmmL £ Grid

Open Duration

14 |[133] New Download: Fileto PDF for Window
15 |[135] New Download: Team TimeSheet for O
16 |[136] testrecipient address

17 |[137] Your Azure Billing Statement for Micros

1g |[139] RE: Help!

2g |[140] Flipkart and Urban Ladder - a match mi
21 |[141] New Download: Team Helpdesk for Ow
22 |[142] New Download: Email to PDF for Qutlo
23 | [143] Printer not working! Please Help

24 |[MOORE-124] Apple Portables: How to disco

LN
q—
—

o

oy, .
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0
0
0
0
0
0
0
0
0
0

Subject | Case Mumber | Time Spent Raise Duration Response Duration
4 | Problem Category: Accessories (2)
5 [121] Mac OS X 10.5: Can receive email, but n 121 29 0 mins 59 mins
g |[125] Mac OS5 X 10.5: Can receive email, but n 125 9 2 days 0 mins
ri
g Problem Category: Applications (16)
o 10 Macaaok ro:sow o sl meror NI 1> 260
Wt potsiak 2
11 |[ALEX-129] test case from TWA 129 900/ 0 mins
12 |[131] TechSparks 2017 is doing it with class! 131 0 10 hrs 15 mins

_ 5 hrs 24 mins
133 14 hrs 23 mins
135 2 hrs 14 mins
136 0 mins

137 1 day 8 hrs 13 mins

139 0 mins

140 22 hres 13 mins

141 3 hrs 7 mins

142 5 hrs 8 mins

143 1 day 18 hrs 33 mins

124 10 1 day 1 hr 59 mins

1 day

3 days

90 days 19 hrs 11
67 days 15 hrs 94

43 days 22 hrs 71

28 days 18 hrs 25
28 days 18 hrs 9
28 days 18 hrs 21

28 days 17 hrs 52
28 days 17 hrs 50
6 days 1 hrs 28 m
6 days 1 hrs 29 m
2 days 14 hrs 39
99 days 5 hrs 301
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20. Helpdesk OLAP Statistics and Reporting

With the integrated Online Line Analytical Processing (OLAP) tool, you 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 Personal Helpdesk Cases.

Reporting made easier - The statistical tool's simplistic point-and-click interface will ensure you 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 your 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, you can save the report and distribute it to another person for analysis by network or
email, so when the recipient gets the file he can open it and see the same OLAP slice.

Launching the statistics tool:

Configure drop- Managerial Tools
down lists and
> File > .
Go to OutI?ok Fl!e . Personal Helpdesk settings E|'
tab, and click ‘Statistics’ button. P
. Contact
EL:_[' Assets list Manager
Asset Fields

E:_j Callers list
E Custom Fields
ﬂ Origins List

Origin Options

Office
A t
cooun a.
Personal Pers::bnal
Helpdesk Settings
|_'_} D robleme lit -
&% Technicians list Reports

r‘g Access Control Archive Cases
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You can choose what type of OLAP statistics on helpdesk data you would like to see and report on. You can specify if the
statistics would be confined to ongoing cases or resolved cases or on both. You can further have the choice to include
archived old cases that were moved to another exchange folder or PST file.

<0l Wiew Statistics

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

i".'o

e @
(") 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
2

Bxit

There are two parts of OLAP Statistics

o General OLAP

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

technicians on cases.

e Time Spent OLAP

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

oy, .
Back to TOC ‘ AssistMyleam
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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

component; it will be displayed as a float window.

Q Reporting for SupportCalls System || = ]
View
(i) Predefined Views... [1& Open View... | B | | Reset Chart/Grid | 5 Sync Chart/Grid
i i Filter area -« 1 X
-l Measures = || ltem Filter description ‘:,
E AC'Z:EE Cateqory by Type | Music Players, Noteboolks L
ers
L__I L. Case Technician Mame | Baldwin Bevis, Afred Cary, Abu Hakim, Abel Caonie, Robert Gonzalez, Joh... ﬁ .R‘
Case Type -
* Created By 3 =
Importance B
§ Origin Case Type L“ﬁﬂm v J Columns area
i Service Level 4
: Subject H*E*ﬁg By | @ i3 lia ~ & -
- L Custom Fields Case Type % | Ongoing Resolved Total
-] Date Closed il =
- T S Problem Category ¥ | Technician Name T
I
Music Players Ealdwin Bevis 47 470 =
sieasmiduidime Alfred Cary 22 » 57
Technician Name T Abu Hakim 15 15
@ Abel Conie 35 35
John Barrett 21 21
= Azron Beit 15 B
I -
L_ﬁm S (mins) . J Music Players 90 120 210
Motebooks Abu Hakim 14 22
\alues Lndrew Miller 24 24
Notebooks 14 3z RE |
Trital 104 150 el (i

Instrumental panels can be:

Attached to any side of the component;

Used as float windows.

Placed into any existing panel;
Displayed as bookmarks on any panel;
Set as auto-hidden panels;

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.

O

>

The File menu
The file menu consists of the following commands:
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Exit

Open Offline Cube from file 9

Open a Pre-Defined ‘u‘iew...@
Open Report View from FiIEG

Bl SaveReport ‘u“iewhs...@
Save to Offline Cube (Uncompressed)
Save to Offline Cube I[Cumpressed:l

Close Cuhe@

TN Rl Beine Lo

a)

b)

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 Assets, 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

c)

Selecta

]

predefined view to load

[l Cases - Service Level

Callers

|& Callers - Time Spent (hrs)

|& Callers - Average Time Spent (hrs)

|& Callers - Time Spent {mins)

|& Callers - Average Time Spent (mins)

|& Callers - Cases

|& Callers - Cost

Date/Time

|& Created Date - Cases

|< Due Date - Cases

|& Closed Date - Cases

|& €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)
Problems

|= Problems - Time Spents (hrs)

|= Problems - Time Spents {mins)

|= Problems - Cases

|= Problems - Cost

|= Problems - Average Time Spent (hrs)
|= Problems - Average Time Spent (mins)
Technicians

|= Technidans - Cases

|&§ Technidians - Cost

|&§ Technicians - Time Spent (hrs)

|& Technicians - Time Spent {mins)

|&§ Technicians - Average Time Spent (hrs)
|&§ Techricians - Average Time Spent {mins)

m

1

Load

Cancel

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\Personal Helpdesk
Reports\Views’ folder (in windows Vista and 7). For windows XP, it should under My Documents. When you
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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 ]
" Problems per technician and time spent. olaprepart
’ Remave ]
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’.

Open

Look in: |E}0fﬂine cubes V| O e -
Y Orders.offiinecube
{ 23 Orders_Demils.oFﬁinembe
My Recent
Documents
@
Desktop
)
My Documents
My.C;:mputer
0 File name: | V| [ Cpen l
MyMetwork = Fiesoftype: | Offine Cube file [*offinecube) v| [ cance |
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
Repart 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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Save As E]
Save in: |lf}hh'Hepon5 V| Qo T £F -
5 Order quantity per Customer and City.olapreport
i :a Quantity in stock per Supplier. olaprepaort
My Recent Region Wise Sales Report.olapreport
Documents Sales per Company.olaprepart
T 'I'|rne|ir1e forTotal Sales. olaprepart
Desktop
My Documents
Ny Computer
File iame: v [ s |
My Network | Save as type: |OU\P Report View (*.olapreport) 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
] Of B  Reset Chart/Grid
L Synchronize Chart/Grid

L_—_—._-_I Lol 1)

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 you a unique opportunity to analyze their project data visually, dealing with charts rather than
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numbers, which is much easier to perceive.

Problem Categor Mobiles Services Music Players | Accessories
CaseT
Rudved_
£ 2800-
w
gOm.II llll.lllllllll

' U v v v v ' ' v v v '

o
i § 2 Z é 2
< " \ P~ |
s B L. 223 3 2% 2l R e g
: e ¥ 22 23 828 3 3§ i a
< = - @ o = 3 -§ o
£ g @ % 2 % 2 3 2 2 2 2 S B & g
e & > o G & & § =
- = =
& 5 §
Problem Type Problem Type Problem Type Problem Type

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

D L al  — Measure

= mall - Dimension
wll Average Time Spent (hrs) T,Q: ) )
ul Cases A& - Multilevel hierarchy
aofl Cost
wll Importance
all Time Spert {hrs) To select a measure for display you need to drag-n-drop it to
ull Time Spert (mins) the Measures panel or the data area.
| Assets
=] Callers
== Caller Company o select a hierarchy for display — drag-n-drop it to the
To select a hi hy for displ d d it to th
£ Caller Department hierarchy area or the pivot panel (rows or columns area).

= Caller Emai
& Caller Name

3, Caller by Company e Measures are grouped in the Measures category.

s Caller by Department e Hierarchies are sorted into folders - dimensions. If there's
laf Case only one dimension in a hierarchy, it will be displayed in the
l&f Custom Fields tree root.

& Date Closed
& Date Created
| Date Due
{& Problems
& 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.

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.

Page15 2
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#-pull Measures
[u:_}j: Assets
[n:_}j: Callers
[u:_}j: Caze

[u:_}j: Custom Fields

ltem | Filter descniption

i Filter
L}

button

@-{ Date Closed
|3 Date Created
[u:_}j: Date Due
-]’ Problems

Casze Type
K 7 £120.00 4
- m

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.

M ‘Tec!‘n'lician Name v |

il Importance
-l Time Spent fhrs)
ol Time Spent {mins)

[il LI ] [l]

EEH'E;'|6Q|%|W~—|ﬁ'l@,'g'ﬁf'
Rewsarea ] e Tol
|CBSBTYPE -| Case Type
dion Ao g 12000
m
|%«.‘:E ..| J{;i_iﬂml.lllllllllll

I .@ [+] & O O & Q Q
—= O g7 il Q
‘ﬁ\.-_- e $70.00 15 & ° i
‘:.--:3r P { Measure ﬁ(
- filter edtor ,11 $10.00 1
—:.I'E;r --;"' T T T T T T T T T T T T T
= S, = =
+ Areafor B 5 5 . 5 £ E . =
\_ creatinga N S z & 5 = g = E 2 2 5 £
s = 5 & = 3 2 F 2 8 5 £ F
A, 9 g 32 £ 7 & T = T 3 B = =
-— = = oD 0o [=]
s § 5§ 2 2 5 £ £ £ 2 3 5 2
i 2 E = <= o = R g £
<drag an item here to create a new g 2 5 - = = 5

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.

®
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The filtered elements (hierarchies and measures) Quick filter: Technician Name -« 0 %
are automatically transferred to the Filter panel. Apply Preview Close

To assign a filter, you have to move an element =1 [7] Al members —
to the Filter panel. If the element hasn't been [] Robinson Lee

filtered the appropriate visual filter editor will be

shown, similar to the one on the right: =$§:nm;|;?k‘;":nng

George Bemard

Richard Branson

Abel Conie

Curtis Bruce

Thomas Taylor

[+] Alexander Buck [1]

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

Filter arez v 0 X
Item lFiIbfdmipﬁon ] I
Technoan Name |Ilngbameptﬂobtmlu PdunSnIh.TdeourGwya

--.‘s ) ‘---------~.
Ftltered “Detail description of :::er "“
A elemem the fiter Qe [ “Clear i
ﬁlter

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

Case Type x Resalved Taotal
Problem Category .~ | Problem Type Sy

= Arcessories Apple Wireless Mouse 2587 | 2582

Time Capsule ' 19.90 | 19.90

Lirport Base Station | 17.15 | 17.15

Apple Wireless Keyboard 16.42 | 16.42

Apple TV | 16.07 | 16.07

Accessories 9535 95.35

Services Complains | 2272 | 2272

Loyalty Scheme ' 1742 1742

AppleCare ' 17.17 17.17

Sales ' 1475 | 1475

Apple Rental ' 1077 1077

Buy Back Scheme ' 573 873

Services 9185 9155
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20.2 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.

CALEL LA 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

NoukwbhE

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
Ctir+End Move to the bottom right cell

Using the mouse, you can scroll the table up and down.

O Mouse Action Component Action

LN Scrolling the mouse wheel Vertical scrolling of the table

ch Scrolling the mouse wheel with the Shift button held Horizontal scrolling of the table
ri“o down

L)

Back to TOC
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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 Case Type x| Resolved Total
perform the drilling of the hierarchy members press
buttons on the Grid cells. If there’s only one drilling mablem Calegnny x| Lol e DG e o 1
button in a cell, then, instead of pressing it, you can — Accessonies Apple Wireless Mouse 2582 | 2582
double-click the cell itse!f. By default, the drilling Time Capsule 1390 1890
buttons are shown only in the cells under mouse. Tp see Rirport Baze Stion EETEC] 1715
all the buttons, press the. Ctrl button. The last cells in Apple Wircless Keyboard | 1642 | s
the column area of the hierarchy members allow fople TV T 607
showing the sorting direction. A pointer that indicates s~ o — 1 :
the descending order of data illustrates it. You can Accessories B35 9535
manage the sorting modes by single clicking on the cells | Semvices Complains 22721 2272
of the specified area: they are changed cyclically Loyalty Scheme 17 42 17 42
[descending sorting] -> [ascending sorting] -> [no LppleCare 1717 1717
sorting]. Sales 1475 | 1475
Apple Rental 1077 1077
Buy Back Scheme 873 273
Services 91.55 955
4. Operating context menus -The context menu, CaseType o
called by right clicking a table cell, partly duplicates Show totals first >
the OLAP-slice control functions. thlﬂmcﬂE Show totals last
Accessores Don't show totals a7
E Default sorting 950
Sort ascending 715
Sort descending 642
Aggregate all hierarchy members i6.07
- E Aggregate visible members only —
Services 155
Applications Drill all down LY
Music Players Drill &ll up 0057
Al Clear fiter p040
gl Filter on captions 3 I:E
sh ty cell 882
O 2Mm| cells
? 223
Motebooks Create new group... I|4.53

Copy selection

Conditional formatting

Hierarchy levels' menu

N~
LN The view of context menu of the hierarchy levels' area. There is a list of commands available in the context menu of the hierarchy
rq|J levels’ area:

,%D Command Function

oy, .
Back to TOC ‘ AssistMyleam
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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 v | Resolved
Problem Category Problem Type
¥

ACCessorieg—— e = 95.35
Services B Drill down to the next level o185
Applications| ?-a Hide this member W
Music Playe % Hide all members except this 2057
@ Hide all members below this 20.40
Show only the top 3 18.65
Show anly the bottom 3 18.62
78.23
Motehooks Ei Filter on captions 3 W
4| Create new group... 14.82
13.73
53 Copy selection 4739
Operating 5 __fgﬂ Conditional formatting 3 m
Mabiles | 1Phone [ 21.52

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

>
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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 v | Resclved
Problem Category Problem Type
¥

Accessories Apple Wireless Mouse 2582

Time Capsule ..., 19.50

A ?E Hide this member "% |I

e % Hide all members except this

A ?ﬁ Hide all members above this

1@ Hide all members below this

Services Show only the top 2
Applications Show only the bottom 3
MusiciSaes i Ei Filter on captions 3

if

i L4 Create new group...

if 53 Copy selection
T N __ﬁlﬂ Conditional ﬁarmattilng 3

The context menu that appears above the group cell.

Command

Function

Hide this member

Hide all members except this
Hide all members above this
Hide all members below this

Show only the top

Hide the selected member

Hide all the hierarchy members except the selected one

Hide all the hierarchy members above the selected one

Hide all the hierarchy members 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

>
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Show only the bottom

Filter on captions
Create new group
Delete this group
Clear this group
Rename this group
Copy selection
Conditional formatting

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

Delete the selected group

Clear the selected group

Rename the selected group

Copy the selected area to clipboard

Show conditional formatting menu

Measure values' menu

= 16.42 16.42

L 16:07) 16.07

Tia

Accessonies Sort ascending "

Sort descending

]

Mo sorting

Filter on captions

Show as

Copy selection

|
A i

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 this 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,

independently.
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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
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The buttons for launching the editor (™) are placed on the
panels in the Hierarchy levels’ area. If the button looks like

this (), it means the hierarchy had hidden members inside.

Pressing the button starts the Hierarchy editor.

for Dutiook

Hierarchy editor E
Level to fiter:

Contesd fiter settings
Problem Category - g Filter -

Member filter settings

| | EF Find 1
[ ] Exact matching [ ] Visible only Show pages
= . [+w] All members [ﬂ

=- . [+] Mabiles

. [] Accessories
El . [v] Motebooks

. [51 Annlicatinns M

[7] Mutislect | 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.

T
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While the Grid view allows working with numbers, chart view allows representing your helpdesk data graphically. This gives
you 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 ol [N
» d
o &
’u r st . 4
,,uo.ﬂ i ,"‘éolum:;\
® |J Date Columns area area
+ | Date Created : 1
4 | Date Due Problem Category Y |
# |of Problems li— =
Y emntons Ml S B0 o D% -6- N
Problem Category | Tota!
Tooblen ST
Resolved
£ 11000 -
| P en 0 Nall
| g 10.00 '- . =m B
L $440.00 -
i — $320,00-
$200.00-
k-
easures R s e
area / Working ¢ :
area o g E
SERER D
5%5‘ I 7 § |lss00 $429.00
Iy 3 sEit
= E 3
© &
cdrag an tem here 10 create a new Probiem Category

Select the docking panels layout
Set the scale of Chart display
Select the color palette for measures

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
= Save the Grid state
K Export OLAP-slice data
=1 Print OLAP-slice data
A Preview
B Undo
o Redo
il Switch axes
(il
=)
-]

Modifier panel

Modificators are easy and powerful means of data representation. You can choose your data be shown in different colors, using
different shapes and sizes, so that you can easy distinguish them in a single graph. You can simply place a dimension or a measure on

a modificator’s pane and get the graph showing different values in a different manner.

For example, you might place the "Problem Category" dimension on Color pane and get the Chart showing problem categories in
different colors. Or you can place the "Cost" measure on Color pane to highlight the top rates of supporting the service requests. The

same can be done for Shape and Size so that you can make your data perfectly distinguished.
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=T MY e e [Modificators v B X
== Calor:
Technician Name | Total pemrrcnecn — or:
LY
Case Type {‘ Group 1 -Cases || Problem Category 7|
Hesolved 21.00 - ""\‘ ; h] Size:
17.00 | |
Shape:
0 13.00
7 | |
8 900 - .
1.00 -.n|| LR o 0 e Mo Wl Ml |]| [ I nl |
———
g oy
$40.00-¢f Group 2 -Cases
s\ Legends » I X
$32.007 \, ° Color settings:
g 240 @ Mobiles
O 516.00 @ Music Players
$3.00 1 @ Notebooks
500 - @ Desktops Computers
B % s - % = |
£ > & = 2 § =2 ¥ w8 Z E E
= ] = = =2 o = [= - = =
5 2 % 2 %2 3 5 3 ¢ &% oE
= 5 = = = = [ 2 = = E T
31 532 53538 %8 ;5 8
£ 5 = = - = =
Tecls
(<] I ] (2]

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.

Shape Forbidden Hierarchy members will differ in shape.
If the number of hierarchy members will
exceed the number of available shapes,
some of them will be used more than
once

The panels will display series for all
hierarchy members

Details Forbidden

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. Color settings:
The value, shape and color of a legend element can be @ Email
edited. @ Appointment
Setting the Color legend ® Fhone

To select a color, simply double-click the appropriate element @'ieb Form
and choose a color from the pop-up editor.

aldwin Bevis
hard Branson
Slired Cary
ndree Miller
ohinson Lees
“omWalker
ikram Singh

(RS REEN

Gradient Editor x|
Fresets

Start Color: - Color Court: |3
End Color: -

325.00 1558.00
] ]

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;

[Leends A X
$190.00-
$170.00- Color settings: Stops
s15000 Time Sper (i) coor N oo 0 1%
0- I ~ 2 =
$130,00- I 325.00 - 736.00 Opacity: % Value:
_ 5110.00- 736.00-1,147.00
S 3000 - L i I 1.147.00 - 1,558.00 [ ok ][ cancel |
$70.00 -+ /@
§50.00 -
= o I
£30.00
Selecting threshold color option.
Setting the Shape legend M v 0 X
The shape selection is made through the context menu. This 3| Bagel Color aettings:
option is available only for points or lines Charts. If the 0l s - Cost
. Liare ooraer
number of hierarchy members exceeds the number of a .
available shapes, they will be repeated. <» Diamond Border <200 175,00
+| Cross Shape settings:
¢ | Cross Buck 2 Email
£ Up Triangle O &ppointment
%7 | Down Triangle <»Phone
=]  Left Triangle |I +web Form
* Task
[:} Rjght A Dot Tra
Al UpTrianglE £l Filter on captions i 3
[+ | Down Triangle 90 Hide this member
=1 Arc Hide all members except this
If"‘n“
@  GBubbe Tt 4 Create new group...
< & Diamond a Marke?ﬂ"l‘!e--, 3
@ *
— B Square
(0]
Qo
©
[a W
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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.

gl Time Spent fhrs) —
‘ogal Time Spent {mins) E Technician Name v
£ | @ |
|CaseType
- Resclved
Group 1 P 120.00
W
(&}
— g FedpnlllonolOnD
o -‘- —
Measure { Group 1 iq}[;._
#__Cost
o i _ 13000+ &
l i [ % Q o o Q Q
e &} ] =)
“\.--.- |—"' = S?ﬂDD 0 o 0 0
“'T:;r 2'- ' Measure
_—_ filter editor & 51000 -
ﬁ‘érmpz." ] ] ] ] ] ] T T T T ] ] ]
-"'"--__-q""' = E
: Areafor ¥ 5 5 . 5 & E L i =
creating a EE%QENSEEEEEE
\\- £?E§§§§££5§t£
\ £ 2 2 § 8 T = T £ ET £ E 3
] a E 4 — = =] = =] = 5 E =
<drag an item here to create a new g E 5 = = = = = - = =
Measure groups with corresponding Charts in the working area
3
Chart Type £ 1’1999_ .
In the upper left part of each Chart, there will appear a ;=;’/ . oo -0 ®
context menu for selecting its type. There are six (6) charts uca"l‘ -“""‘"'~~
. . . Q
that you can use, namely, Point Chart, Histogram, Point EY
-

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 exporting data into 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 B
Level to fiter:

Cortext fiter settings
Problem Category - g Filter -

Member filter settings

| | BF Find T
[] Exact matching [ ] Visible only Show pages

f= Al members [1]
=) [w] Mobiles
: iPhone
iPhone 3G

Beviees

o[ F
-[[] Aecessories
[v]

MacBaook Air —
MacBaook Pro

MacBook
. [ Annlicatinns M

[/] 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) 5

Show items onby meeting the following condition:

= v] s |
Restricts:
¥} Aggregated values
) Fact table values

Ok || Cearfiter || Cancel
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Predefined reports allow you to quickly and easily retrieve information for = 1. [Assets
. .. . . o Assets - Time Spents fvs)
common inquiries. Reports play a vital role as far as a Help Desk product is 3 Voo Soarks i)
concerned. Requests that are open, closed or overdue at any instant of time, ' Assets - Average Time Spents (rs)
which person or department is sending the most number of requests & who is ﬁ m: :A:W e Spemas W
attending to the requests can all be known from the readymade reports ol Assets - Cost
. . i Aafi . = [ Cases
available with the statistical tool. Each pre-defined report works in both OLAP & Odgin-Cases
grid and OLAP chart view. ol Orign - Time Spents (hrs)
ol Author - Cases
o Closed - Cases
There are several predefined reports in each of the report categories, and o Status -Cases
. . . . o Status - Time Spert (mins)
each report is run directly on a mouse-click from the tree view. Around 40 B Kpotanos-G
reports are made available for instant details about the help desk activities. o Importance - Time Spent {mins)
Any of the predefined reports can be also be edited so you can customize the - @ C“al e
report to return specific results: o Callers - Time Spent (rs)
o Callers - Average Time Spent (hrs)
o Callers - Time Spent (mins)
e Reports by Assets i Callers - Average Time Spent (mins)
o Callers - Cases
e Reports by Cases i@ Collers -Cost
e Reports by Callers = (& Date/Time
) il Created Date - Cases
e Reports by Date/Time 'J Due Date - Cases
g} Closed Date - Cases
e Reports by Problems 3 ke i
e Reports by technicians o Cosed Date - Time Spent fws)
s Closed Date - Time Spent {mins)
'l Cosed Date - Average Time Spent fs)
All these categories have reports available based on Department, Priority, &) Closed Date - Average Time Spent {mins)
Requester, Technician, Category and Request Date. S (i Problems

o Problems - Time Spents fs)

o Problems - Time Spents (mins)

ol Problems - Cases

o Problems - Cost

i Problems - Average Time Spent (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

A) Time spent on Asset B) Cases Count by Origin

T—E Compubers Printers ‘qi !-ll'l_ Total
lm 60,00 Case Type
F 08 Ongoing  800.00-
= 4000+
§ anoo- g600.00-
3 20 ] I] % 400.00-F 7
Poofl MA@ OO 00N B0 ] |
Resnoslved G0.00- 000 -&= [] [ ] - | [j [j
g iﬂﬁi Resolved 800.00-
L o 60000~ |
= L DR T T et
- - - = - 000 -3 i 3 U 1
SRR ERRERE —t————————
aaa%%f:égggféfgg g ggggg
- - - s £ w
S EF ECS P EEC G - =
Origin
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C) Average time spent on caller D) Due date
_— 2008
"M F o034 N =
i 3 quarter | 4 quarte
= 0.25-
i .
g 018
2 -
= 026- :
4
‘E 0.18 :
i;_ 0.10+ 100.00 -
E 0.0z 0.00 -
H’ - L= —
: i 0 2 3 3 i & 3
E E 3 g £ 2 2 3 g 3 9 8 - 3
e > = ® = o = § o % g cg o
Caller Name Month Month Month
E) Cost per problem category F) Time spent by technician

B
Ongeoing £450.00 -

$410000-
$330000-

3
$170.00- /‘\/'V\—‘
$90.00 -

Resolved 480,00~ Resolvad
§410000 -
5330000 -

00 -

3
L

2100+ *_1—‘_‘_._1_._‘.
13.00-

Cast
s
Timw Spant (krs|

517000~
§90.00 -

2

Maobdes
Sorvicos
Music Plyyers

| ]

Preblem Category

Apphcations
Opoerating Syslems -
[ PRI S—
Fobert Gonzakez
Chriatisn Barnard
Thamas Taylor
Albert Souza
Tony Blair
[Barchy Basil
Michaed Moore
John Absaham
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20.4 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.

Bitmap format

Bitmap format
Gif format Gif format

Jpg format Jpg format

Png format Robert Gong & Png format
Tiff format Christian Bz Tiff format |I
Himl format Thomas Tay &= Text format -
Fortable document Albert Souza B4 Comma separated values
| .. Export settings I o i Html format
Resolved —~mporoo= Ba.|rcla1,r B % Portable document
290,00 - Michael Mag . S
o 240.00 dobn S o] Xml format
o John Barrett
o 160.00- II II Abel Conie Export settings
80.00 7 Mescander Bk 1 vl TTRAT
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 ;Z‘l’;‘i

- -

N . .
S S B A A N N N
EEEEEREE N ERE
N C.“ﬂw: |
(<] " 3
| Totalpages-2 |  Curentpage-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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[Export settings g@]w [Export settings E]@W

Prirt | Page Setup | Headers and footers || Color and font | Print | Page Setup | Headers and footers | Color and font
~ Printer select ~ Page orientation —————— ~ Preview edge
Propere | S—
Resoltion |72
~ Margins
~ Page for print ——————— ~Grid options Left 10
' Al pages ) By rows i Tep
r 9 10 [ |
Cument page (%) By columns EE [N ﬁ Fight
Boftom
Custom prirtt
From I:l Print column header
~Measure unt ————— ~ Papersize
To e Print row header (Millmetres |A4 2106297 mm
[ ok | [ Gancel ] [ ok | [ Cancel ]

[Expurt settings E]@]W [Export settings E]@W
| Prirt " Page Setup | Headers and footers Colormdfont| | Print || Page Setup || H&ad&'smdfodasl Color and font

~Customize page title y ~ Font and custom color of the cells being exported
ICEpﬁ_m' Member | Member total |Group | Data | Datat-EE'
Export data slice Font -~ Preview cel
Font color
Align text Sample text
F = |E:qmrt data slice | €
: Border color
~ Customize page number . Back color
F = |F‘age {0:D} from {1:D} |
Page back
Fage 140 10
Skins
[ ok ][ Ccancel [ ok || cancel
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The Contact Manager is a consolidated view of all available contacts in the caller and technician lists, listing the email address,
mobile and phone numbers. A quick correspondence can be initiated to a particular contact in a single click via email, SMS or

phone call.
¥ Contact Manager — O ot
|Ise this tool to instantly send email/SM5S or call phone/maobile to any callertechnician.
Callers  Technicians
MName Email Mabile Phone &
ﬁ, Adams Kaiser Adams@policetype.com T122323343 543460012
ﬁ, Anderson Kay Anderson@youjn.com T1223E2123 54346003
ﬁ, Auer Rever Auer@mangostar.com 122234355 54343651
ﬁ. Bernett Bee Bennett@mangostar.com T122321124 233444
P-Y Brooks She Brooks @mangostar.com 22312577 54435465
&, Campbell Alabaster Campbel@working .com 7121111111 h4346011
&, Colomba Sr colombo@mangostar it T1221 2877 54224006
&, Davis Wang Davis@kilut .com T122321124 54346005
ﬁ, De Jong DeJong@mangostar.nt 122359595 54308565
ﬁ, Diaz Jong Diaz.camemon@mangoestar.c... 7122323343 543460022
ﬁ, Durand Fi Durand @mangostar.com T122323123 Mar
A Cdar DAl | S p—— F13FFU4RR RATL 1,;0 o
Email |Emn|{s@mangustar.cum : 1|'f( = Ll |?_T—“_L| I
i TLE %
Mobile (7122312577 4 B|% 5
Phone 54435465 —j R T
- 6
1 Compose an email with the contact email address already populated in a new email inspector window.

Allows you to choose a knowledge base article and then insert it on a new email with the contact email address

already populated.

already populated.
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Allows you to choose a FAQ answer and then insert it on a new email with the contact email address

Compose a SMS message to send it to the mobile number of the contact.

Make a call (either Skype or attached phone) directly to the mobile number of the contact.

Make a call (either Skype of attached phone) directly to the telephone number of the contact.
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22. Archive Cases

Over time, as the number of cases and emails in Personal Helpdesk folders build up, the size of the folders and mailbox increases
too. And one pitfall with Outlook having folders/mailboxes with thousands of case items/emails is the sluggish performance you will
perceive in its normal operation.

For instance, if the resolved cases contain thousands of old cases, and assuming there are other thousands of associated emails in
the Personal Helpdesk History folders, when you try to open an existing case, it may take longer to load and show the form and the
fields. This is because Personal Helpdesk scans your resolved cases folder for those cases that are related to the opened case (in
terms of the caller, asset or company). And this scanning process will take time if you have thousands of cases and emails in the
Personal Helpdesk folders. Therefore, archiving old cases (say older than 30 days) and their associated emails out of Personal
Helpdesk folders (i.e., to a PST or another mailbox or public folder) would greatly help reduce the scanning/probing time thereby
increasing responsiveness and performance of Outlook and Personal Helpdesk.

Two modes of archiving old, resolved cases are supported:
a) Archive cases to a PST

b) Archive cases to another Shared mailbox or Public folder.

This is the recommended way of archiving as it overcomes the limitation with using a PST data file (which is, PST file can't be
accessed and opened simultaneously by more than one person in their Outlook even if the PST file is shared on a network folder).
Further, with this technique, the archived cases are searchable from Personal Helpdesk and could be included in Summary Reports
and OLAP Statistics too. And when a reply to an archived case is received, Personal Helpdesk would automatically add that email to
that case and re-opens it (i.e., the case would be un-archived and moved to the Ongoing Cases automatically). Moreover, only on
this option, you can enable the auto archiving feature where the Personal Helpdesk add-in would scan for old resolved cases and
their emails for archiving. You can define the number of days old/resolved cases that are to be kept in the Personal Helpdesk >
Resolved Cases folder before they are moved to the archived folder.

! Archive Cases

For performance of Team Helpdesk, archiving of old resolved cases and emails is recommended. Choose one of the archiving optic
() Archive to a PST i@ Archive to another Shared/Public Folder
Choosea Shared Mailbox Folder or Public Folder
VPublic Folders\samples emails\irr Specify
[¥] Automatically archive cases that were resolved 30| days ago
4 Archive resolved Cases/Emails | || Retrieve Archived Cases/Emails |
Filter | Til this date -|
AllCases resolvedbefore  2/10/2014 E~- | -'5'}?'5th Cases
Case # Subject Closed on
_,;.«} 1 [ABEL-1] Troubleshooting the MacBook A...  2/10/2014 3:36:00 PM
216 [ABEL-18] test default status 2/10/2014 5:11:00 PM
_,;--} 15 [15] AssistMyTeam : Thank you for your ... 2/10/2014 5:11:00 PM
¥ 11 [11] fdfafaf 2/10/2014 5:11:00 PM
_,:—}E [ALBERT-6] Apple Portables: How to disc...  2/10/2014 5:11:00 PM
_,;--} 12 [TOMY-12] Mew Download: Issue Tracker.., 2/10/2014 5:11:00 PM
_,;.—}? [7] Mac Os ¥ 10.5: Can receive email, bu...  2/10/2014 5:11:00 FM
_,:;}B [8] How to use Remaote Disc to share DV...  2/10/2014 5:11:00 PM
& 217 [17] test default site 12344 2/10/2014 5:11:00 PM
4.&3 [ALFRED-3] How to use Remote Disc to s...  2/10/2014 5:11:00 PM
[] Select All o Archive

In both options, emails associated with the cases are also archived. At any time, you can retrieve back the archived cases from the
'Retrieve archived cases/emails' (second) tab. You can either display all the archived cases or apply a filter search using keywords or
by technicians or problems. And choose those particular cases that you want to retrieve back to the resolved cases (or re-open them
to the Ongoing Cases folder).
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| A& Archive resolved Cases/Emails | |4} Retrieve Archived Cases/Emails |
Search by [Ted'l'l'dm v]
Filter by Technician
| Abel Conie -|
Search Results: 2

| Show All | \?Apply Filter
_ﬁ Mumber Subject Caller Technicians Problem Category  Problem Ty
_ﬁ 1 [ABEL-1] Troubleshooting the MacBo... Lefebvre Abel Coniefada... Music Players iPod Touch
_ﬁ 16 [ABEL-16] test default status Brooks Abel Coniefalbe.,, Desktops Comp... MacPro
' m |

[] select all Mark Cases as Ongoing | | Retrieve | | Exit
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23. Customer Web Service (CWS) site

The Customer Web Service (or CWS which we will refer to often in this manual) is an AJAX enabled ASP.NET 2.0 website. It provides
a rich set of tools and interactivity with the live helpdesk ticket data stored in the exchange server. Your customers can submit new
support requests via a webform, check status of a support case and check out the knowledge base for possible workarounds to their
problem before requesting for support. Furthermore, existing callers can login to the Caller Web Access (CWA) website to track all
their support cases, escalate or withdraw ongoing case, re-open closed case etc.

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

The Customer Web Service (CWS) is a collection of ASP.NET webpages that cater to the helpdesk end users on the web. It consists of
a structured support request submission webform, a support case status querying form, a self-service knowledge base and a special
web interface exclusively for existing callers to access their support cases online. All these sections are available to any users
accessing the customer service website except for the Caller Web Access (CWA) site, where only existing users are allowed to do so
from the web. Unlike other traditional web-based helpdesks, CWS site in Personal Helpdesk does not require a dedicated database.
Instead, the support cases submitted by customers are directly feed into the Personal Helpdesk folders (i.e., stored in Exchange
server). Your helpdesk add-in services requests coming from CWS site and behaves like a server. That is why, we recommend that
you configure your system to run 24x7.

Welcome to Customer Web Service!

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

1» Submit a support request

=4 Subenit & support request case to the helpdask by filing up a web form and specfying problem areas.
You can aiso attach refevant fles with the support request. You will then get an emad confirmation with
the detal of the support case being created in short while..

Ay Check status on support case

-4%—' If you have submitted 8 support request earber and had r, & support ID, you can view the
status on the alloted case online. You would require to input your emad and the case ID,

>, Knowledge Base

E Before submitting a new support request, you can browse through the knowledge base artides, tered
and grouped by problem categories/aub-categories to see if a solution is already avalable, The artides
are also searchable via keywords.

&>, Login
=A Logn to the Web Access (CWA) site - support cases history, submission of support request,
escalate or cancel ongong cases, or reopen rsolved cases.

Allows end-user to enter information on their problem on a structured web form.

Allows end-user to check and track the status of their support cases online.

Allows end-user to browse or search through the web-based knowledge base articles to find a solution on their problem.

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

©e0e0

Why is Online Customer Service Important?

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

24/7 customer service capability

immediate response to customer inquiries

meeting/exceeding constantly evolving customer demands

improved customer satisfaction and customer relationships

cost savings

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

acquisition of invaluable customer feedback and requests

0O O O 0O 0O 0 O O
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Configuration Guide on IIS

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

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

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

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

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

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

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

Step 4: Set ASP.NET permission on Temp sub-folder
Step 5: Configure web Access specific settings in Personal Helpdesk add-in
Step 6: Write/Update XML metadata files from Personal Helpdesk for Qutlook
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Step 1: Setting up an Application under IIS
The first step in setting up the Customer Web Service (CWS) site requires creating a new application under your IIS server. In this
document, we discuss the configuration of an application on your default web site under your IIS.

To create a new application, right-click the site and select ‘Add Application...”.
§ Internet Information Services (TIS) Manager

@'@ (@ » BYTESTATION » Sites » Default Web Site »

File View Help

 Connections | ,
~ e Default Web Site Home
493 BYTESTATION (byteStation\John Nash) 7 e -
L} Application Pools e i e i
4. &) Sites ASP.NET
« &) Default Web Site| - 4 m :
i 1 = " i Y
{ 2 Explore 3 N~ SLULE 0
b4 Edit Permissions... NET NET .NET Error NET
b4 Authorizat... Compilation Pages  Globalization
Il I\ - - .
b 4P Add Application... ‘ = A\ q Q
1% Add Virtual Directory... Qs > =] L]
@ S % MNET Profile NETRoles .NET Trust .NET Users
@ Edit Bindings... ks

You will be prompted with the ‘Add Application’ dialog box.

Add Application >

Site name:  Default Web Site
Path: !

Alias: Application pool:

| DefaultbppPool | Select...

Exarnple: sales

Physical path:

Pass-through authentication

Test Settings...

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

Select Application Pool 7 X

Application pool:
JMET w2.0 e

Properties:

Met CLR Version: 2.0
Pipeline mode: Integrated

QK Cancel
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Type the alias for the Application, say, CWS and specify the physical folder on the local server to map to this alias. In this case, the

physical folder on the server is C:\Inetpub\wwwwroot\CWS

Add Application ? >

Site name:  Default Web 5ite

Path: JOWS
Alias: Application pool:
[cws | [NETv20 | select..

Example: sales

Physical path:
| Chinetpublwwwroot CW

Pass-through authentication

Connect as... Test Settings...

[ ] Enable Preload

QK Cancel

Click OK. The image below displays the result.

¥ Internet Information Services (IIS) Manager

v .
!“/ AssistMyleam

) () |3 » BYTESTATION » Sites » DefauitWebSite » CWS »
File View Help
PO | |
FTT— 1| & /CWS Home
4 65 BYTESTATION (byteStation\John Nash) 7
.} Application Pools el | B R B8 Go - & show Al
4 (8] Sites _ can®® ERASNET -
4 0 Default Web Site / A new ‘A . 0N ‘ . y
pplication’ is N\ 2 -
’ :
1 AppData 4 now creted under your :‘ \ 2 @ >
> -5 aspnet_ client A default website in IS S NET NET Error NET
> P cws _,..g-..-'-'-"\~~ _~’ Compilstion  Pages  Globalization
;.‘ ‘(;-1 TWA ~------ --T_“_‘l b
= A2 = %
-] wss 0= NP Q?/ IE
0 SharePoint - 80 NET Profile .NETRoles .NET Trust .NET Users
» @ SharePoint Central Administration v4 Levels
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Step 2: Set appropriate network permission to the shared folder

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

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

€} Internet Information Services (IIS) Manager | CWS Properties It
6@ [ P » BYTESTATION » Sites » Default We | [ Generall Shamng x"ﬁlﬁm.m ,__‘l.o_._.._m,, rize |
File View Help Network File and Folder Sharing
Connections I Cws
S Network Path

93 BYTESTATION (byteStation\ohn Nat | \\Bytestation\cws
L Application Pools

o @) Sites ASP.NET [ snae.. |

+ @) Default Web Site

=N
1 App_Data ® Advanced Sharng
: . Set custom permissions, create muktiple shares, and set other
| aspnet_client NET
B cws| || Authorizat... SSIDEN M0 s
>4 Explore [ ¥ Advanced Shamng... |
4 Edit Permissions... |
» @ Sh ~ T Password Protection
’ | 4 l 1 w2 o
@ SH @ dd Application ation " b - o
@ Sh . Add Virtual Directory... computer to access shared folders,
Manage Application » v To change this setting, use the Networdk and Shanng Canter
Trust
|$43 Refresh els
| X Remove

ion

: L. Switch to Content View

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

From the ‘Advanced Sharing’ box, enable the option And then click ‘Permissions’.
‘Share this folder’.
| Permissions for CWS u‘
Advanced 5"“".""9 “ Share Pemissions
l ) 1 |:3I'(.'ILI|3I ar User names:
[#] Share this folder T Eveyone
Settings
Share name:
\cws -
[ Add... I l Remove ]
Limit the number of simultaneous users to: =
Permissions for Everyone Allow Dery
Commenis: Full Control [ [
Change [l ]
Read [
2
s 4 I [ Cancel ] Apoly Leam about access control and pemissions
J o) (caos ) oy
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Once you are in the permissions dialog, you will see that
by default, any users on the local network have read
permission over the shared folder. For our needs, we
need to allow all helpdesk users to save/update files
under this folder. So, either you can add individual user
or a group (if you have it defined).

In our example, we have defined a group 'ServiceDesk'
comprising of all helpdesk users so that setting
permission for all users can be done in a single click.
Check the option 'Full Control' to allow all technicians in
the helpdesk team to save/update 'Customer Web
Service' specific metadata XML files.

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

}‘;!\ssismyl eam

Reply with a resolution

Personal Ilelntlg

r

Select Users or Groups

utiook

Select thiz object type:

From this location:

Users, Groups. or Built-in securty principals

e

-
-

LY
£ Selecteach ™

BYTESTATION

Enter the object names to select 1mg|esh

£ s A
1 technician or a )
A

\ group J

-
,-..--.--""

CObject Types...

ServiceD esk/

’J

Vs

| Check Names |

[ Concel |

[t

). Permissions for CWS

=

Share Permissions
Group or user names:
5, SeniceDesk pmemmmmmmm—
%, Everyone ‘,-f Glant full control to
all technicians or
\ group (eg. i
Sawicanast group) j'
-.___ .,..---""Ill
[ na ] fhenene |
&
Pemissions for bahnr .é" Derny
Full Control ' O
Change [
Read [
Leam about access control and pemissions
[ ok ] | [ Aeoly |

" | CWS Properties

[ General | Sharing{_Secuty DPrevious Versions | Customize |

Object name:

Group or USer Names:

:
52 115_IUSRS (byteStati
H2, Trustedinstaller

Chinetpub wwwroot'\CWS

QUIS_IUSRS)

<

A |

Permissions for Users

To change pemissions, click Edt.

Full control

Madify

Read & execute
List folder contents
Read

Write

AN

‘, -

click Advanced.

m |

For special permissions or advanced settings,

MiSSion:

[ o

K || Cancel || Aooiy
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Step 3: Extract all Customer Web Service (CWS) application files
Now that we have created an exclusive web-enabled physical folder on the server and granted full control to all helpdesk users (step

1 and 2 respectively), the next step is to extract all the files and subfolders from the Customer Web Service zip archive (e.g. CWS.zip)
to the shared network IIS folder.

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

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

Name Type ~
) Temp Fie Folder
saipts Fie Folder
L)images Fie Folder
Jbn Fle Folder
3| showkB. aspx ASP.NET Server Page

| fleuploader.aspx ASP,NET Server Page
=) loadmyemal. aspx ASP.NET Server Page

2] default. aspx ASP NET Server Page
= kB.aspx ASP.NET Server Page
3 MyCases.aspx ASP.NET Server Page
2 CaseStatus. aspx ASP.NET Server Page
i newCase. aspx ASP,NET Server Page
3] SupportRequest.aspx  ASP.NET Server Page
3 login.aspx ASP.NET Server Page

"= loadmycase. aspx ASP.NET Server Page
4: footerMyArea.ascx ASP.NET User Control

3| timeout. ascx ASP.NET User Control
3. headerMyArea.ascx  ASP.NET User Control
4 header.ascx ASP.NET User Control
©confemation.htm  HTML Document

[Buploader.js Saript Script Fie

19 PrecompledApp.config XML Configuration Fie
1y web.config XML Configuration Fie

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

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

-« cwson 192.168.1.4 =Jak
' File Edit View Favorites Tools Help "
: - &N @) , =
§ Qe - © (¥ Oseacn [ Folders
: Address | \\192.168.1.4\CWS El S0
Name - Size | Type
File and Folder Tasks 2 C)bin Eile Folder
g waearentisn | Qrers i
e - STP e
e mﬁ this folder to the k_JTm Eile Folder
5| CaseStatus.aspx 1SKB ASP.NET Server Pag
€ Confirmation.htm 1KB HTML Document
Other Places A = default.aspx 6KB ASP.NET Server Pag
| fleuploader. aspx 3KB ASP.NET Server Pag

W 192.1AR 1.4

;‘;:’\shihl MyTeam
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Step 4: Set ASP.NET (Internet Guest Account) permission on Temp folder.
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The Customer Web Service functionality is built upon ASP.NET 2.0 and AJAX technology. Typically, an ASP.NET application requires
read, execute, and list access for the ASP.NET account (also known as Internet Guest Account) for the web site root (for example:
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D:\inetpub\wwwroot\CWS or any alternative site directory you may have configured in 1IS), the content directory and the

application root directory in order to monitor for configuration file changes. The application root corresponds to the folder path

associated with the application virtual directory in the 1IS Administration tool.

Under your IIS server, you have multiple subfolders under the CWS application. The special interest that we have now is for the
'Temp' folder, as this is the folder that saves uploaded attachments from support request case temporarily. Hence, the ASP.NET

account needs to be configured to have ‘Full Control’ over this 'Temp' folder. You do that by right-clicking 'Temp' folder > ‘Edit

Permission...".

¥ Internet Information Services (IIS) Manager

@_@ | ) » BYTESTATION » Sites » Default W:
File View Help
> o Te
493 BYTESTATION (byteStation\John Na }
-~ - . Filter:
L) Application Pools
4 & Sites ASP.NET
4 &) Default Web Site .=
| App_Data %
| aspnet_client NET
P Cws Authorizat...
. App_Data .
1 bin 0
- images NET
| scripts Globalization
i) Temp’ 5
o W 5 Explore
. ws:l Edit Permissions... |i 1
5 & ShareP
o &P ShareP D Convert to Application
. ) ShareP| D  Add Application...
| . Add Virtual Directory... o
Manage Folder »

From the Temp properties dialog box, click the ‘Security’ tab, and click
the ‘Edit...” button to invoke the ‘Permissions’ tab.

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

account. Different version of IS has different ASP.NET account name.
For example, in 1IS version 5 (windows 2000 server), it is ASPNET, and
in 11S version 6 (windows server 2003), it is [IS_WPG group whereas in
IIS 7 and above version (Windows 7 and above), it is IIS_IUSRS group.

In the screenshot below, we have IIS 7 version and hence, the IIS_IUSR
group is allowed 'Full Control' over the 'Temp' folder.

}‘;:’\Hhihl MyTeam

| . Temp Properties

Object name:  C:\inetpub‘\wwwroot\CWS\Temp

Group or user names:

BcreatorowneR 0
| 8 SYSTEM 3
| 8, Administrators (byte Station\Administrators)

| K2 1loare SusaCiptinall logre) )
| < | m »

To change permissions. click Edt.

Pemmissions for CREATOR

OWNER Allow

Full control

Modfy

Read & execute
List folder contents
Read

)

m.

Wiite b

For special pemissions or advanced settings,
click Advanced

Leam abowt access control and penmissions

[ ok ][ Cance || onh

|. Permissions for Temp

Security

Ohbject name:

GI’OIJ[) ar user names:

C:inetpubwwwrwroot \CW S\ Temp

52 CREATOR OWNER
2 SYSTEM

5& Users (byte Station® Users)

82 Trustedinstaller

T 115_IUSRS (byteStation\IIS_IUSRS)

52 Administrators {byte Station\Administrators)

] [ Remove ]
Pemissions for 15_[USRS Allow Derny
Full cortrol (@D L]
Modify B |
Fiead & execute [ 1
List folder contents [l
Read ] I
Leam about access control and permissions
[ ok || camesl || 2oply
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The Customer Web Service (CWS) site does not make use of a database to store the helpdesk settings and lists. Instead, the data and
settings are stored as XML metadata files and are saved/updated from the Personal Helpdesk add-in interface in Outlook. The
document takes you to finer detail on various web access settings that need to be configured in the administrative tool, before

saving/updating the XML metadata files in the IIS folder.

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

folder resource requires a network credential, then you will be prompted to enter one

%% Administration Panel : Web Access

E i Pick the shared Update all the XML
Save Exit network path to the metadata files in
Customer Web Service (CWS) | Technician Web Access (TWA)  Workload e Hs"iclljer the CWS:‘IS folder

Specify the IIS network folder path for Customer Web Service ‘e i
|u192. 168. 1. 4\CWS # F Update data

Eg. WYourServer\CWS

Automatically update CWS metadata XML files (including web.canfig)

Update knowledge base data XML files ‘*,.

Make Time Spent accessible to CallerWeb Access ® Check this option to update the CWS specific
Make Email History accessible to Caller Web Access settings meta-data automatically when there is any
Make private notes accessible to Caller Web Access change in the Team Helpdesk settings

The Caller Web Access (CWA) site, which is a part of the Customer Web Service (CWS) site, requires a user credential for caller to
access their support cases online. You can define this credential (e.g. password) in the Personal Helpdesk Callers list dialog.

Alternatively, a random password can be generated automatically when a new caller is added to the Callers list.

== Administration Panel : Callers Information ..
2 o L™ =
Imrt A;:;Ig,r SLE:E gf’lc FH Reset Columns Size '*,*'*
Email & | Display Name Company & Address & | Default Technician Password 4}
1 |Adams@policetype Adams Kaiser StarLine Transp .- | House 45, Milky bai Adam Smith gif
7 |Anderson@youjn.cc Anderson Kay YouTube « | House 45, Milky ban John Abraham gif
7 |Auer@mangostar.c: duer Rever YouTube w [ 118 D, Jimmy Ray * Tany Blair abc
4 |Bennett@mangosta Bennett Bee Angel Heart Hos - | 118 O, Jimmy Ray ¢ Asron Beit abe
5 | Brooks@mangostar Brooks She Michellin Fashid .- | V4, Yemen Road, P4 Abel Canie xYZ

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

cases.

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

%4 Administration Panel : Web Access

|

Save Ewrt

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

Specify the IIS network folder path for Customer Web Service

Update all the XML
metadata files in
the CWS IIS folder

!

¥

|\.\.192. 168, 1.4\CWS

| e |_pdatedata

Eg. WYourServer\CWs

Address | \\192.168. 1.9\CWSbinl

Name » Size Type
File and Folder Tasks R |* AssetDetails.xmi 2KB XML Document
=9 Make a new folder 2] AssetField2List.xmi 1KB XML Document
1'* AssetFieldList. xmi _ahieRESEeaat
@ A e b e |+ cwaCallers. xml 27 The newly
| Data_Accessories.xmi i created/updated XML
|-+ Data_Applications. xml ‘.. Metadata files
| = Data_
Other Places A { | Data_Desktops Computers. xmi e
2 o | Data_Mobiles. xmi et XML Document
‘_d — 1= Data_Music Players.xmi 16KB XML Document
&) My Documents |* Data_Notebooks. xm SOKB XML Document
) Shared Documents | = Data_Operating Systems.xml 22KB XML Document
-j My Computer || Data_Services.xml 21KB XML Document
& My Network Places ‘ *| ProblemCategories.xml 1KB XML Document
2KB XML Document

1’| ProblemTypes.xml

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

instance, it would be http://byteStation/CWS/

-

| —':“:_ ||@ hitp://bytestation/CWS/ |

| & Welcome to Team Helpdes... *

File Edit View Favorites Tools Help

ol

{
I

Home | Submit a support request | Case Status | Knowledge Base | Login

Welcome to Customer Web Service!

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

3, Submit a support request

= Submit @ support request case to the helpdask by filing up a web form and specifying problem areas.
You can also attach relevant fileg with the support request. You will then get an email confirmation with
the detail of the support case being created in short while. .

>3 Check status on support case

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

-+ Knowledge Base

= Before submitting a new suppart request, you can browse through the knowledge base articles, tiered
and grouped by problem categoriessub-categories to see if a solution is already available, The artices
are also searchable via keywords.

53, Login to Caller Web Access

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

>
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Support Request Web Form

New support requests are submitted in Customer Web Service (CWS) site via a web form. The form consists of a HTML WYSIWYG
editor, fields for caller contact details and fields the end-users can select to specify a related problem from the populated drop-
downs. End-users can also upload any number of files as attachments. When an end-user submits a support request, it is flagged to
be processed by one of the technician running Personal Helpdesk in Outlook at that point of time. Once a new support case is
logged, a confirmation email is then sent out to the caller. The email can contain caller credentials (e.g. username and password)
that caller can use to login to the Caller Web Access (CWA) site to track their support cases online.

Fad

v

»

Submit a Support Case
Home | Submit a support request | Case Status | Knowledge Base | Login

Vo Submit a support request case

7 4
i Please fil out the form below to submit a support request for your probiem. Fil LD as much detal possbie In the form (nduding sareenshots) 5o that our
staffs can process and resolve your problem at the quickest time.

Subject The drive doesn't accept any disc.

Dexrpton

QAN N « Avedno Bec -850
o Parogroph = FoctNeme = Size *B i U E X 3 B JE IE 0 K¢

My Macbook won't read any disc inserted into the slot, nor it can write. When inserted, the dnve makes
an unusual noise for a minute or two, and then the inserted disc is automatically expelied out. | have tried discs
from various brands and none succeed. So, it is obviously some sort of defect in the drive. Piease help me!

/Durand

The problem description retains the same formatting and looks (as in Outlook) in the web case form. If there are any active
knowledge base articles, the relevant articles would show up based on the selected problem category/type. This facilitates the end-
user to lookup the related articles for possible solution to their problems before submitting a new support request. It not only
addresses the problems of the end-users instantly, but also prevent any recurring/redundant problems to be reported to the
helpdesk, thereby, making the helpdesk resources available to other tasks.

Caller Information Cick Submit to post the support request>> | Submit || Cear |
Nome  Ourand Upload a fiie
Emal 4 and Bmangostar .com
AddesS o9cn George St. [5""" ][wﬂ‘ ]
Alabama 2345 Uploaded : Discs problem.pdf
Attachments:
Discs problem. pdf
Phone 743754545
Moble 766556564 Probl D i
Company MangoStar
Category
Type
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Case Status web form

Very often many support cases are logged quickly, but the resolution to the problem may take some longer (in days, weeks) when
the support technician starts working on it. In such situation, it might not be feasible to get the caller in the communication loop
regularly. More importantly, the helpdesk might be overwhelmed with the status queries on the pending support case and it may
unnecessarily divert valuable resources and time. With a web based status tracking, anticipating callers can check the status and
other details online very quickly without having to write/call the concerned helpdesk. It also avoids burden on the helpdesk and let
the technicians to focus on problem solving rather than answering status of case.

»

7

Home | Submit a support request | Case Status | Knowledoe Base | Loagin

?D Query detail status on your case

=

If you have been alloted a support ID on your support case request, you can view the status online. Please inpu

E-mail*

Case Mumber™

Submit ] [ Clear

* mandatory fields

o Email address of the caller.

6 Case number of the particular support case allotted to the caller.

To retrieve the status and other details of a particular support case, both the specified caller 'E-mail' and the 'Case Number' should
be valid i.e., the specified case number should have been allotted to the caller email. This means, if the case number specified exists,
but not allotted to the specified caller email, then it’s an invalid pair.

Result Summary: 9

Ongoing
Name: De Jong
Subject: [S] The drive doesn't accept any disc,
Created on:  12/4/2008 8:30:00 AM
Last worked on:  1/17/2009 9:32:32PM
Priority: 0
Problem Category: Accessories
Problem Type: Time Capsule
Department: Marketng
Due Date: 12/5/2008 8:30:00 AM
Assigned Technicians: Benjamin Frankin
Resolved Date: N/A
Status: Awaiting
Description: My MacBook won't read any disc inserted into the slot, nor it can write. When nserted, the drive makes an
unusual noise for a minute or two, and then the inserted disc is automatically expeled out. | have tried discs from various
brands and none succeed. So, R s obviously some sort of defect in the drive. Please help me!
MDurand

If you are experiencing issves with using your MacBook Air SuperDrive, such 85 the disk not being accepled, try the
following steps fo resolve the issuve:

1. Make sure the SuperDrive is laying flat on & surface with the silver top facing upward

2. The MacBook Air SuperDrive was designed exclusively for use with MacBook Air. The MacBook Air SuperDrive
must be directly plugged into the MacBook Air USE port, and cannct be used when connected 1o 8 hud

If you are expenencing an issue using the Macbook Air SuperDnve with Microsoft Windows, try starting
the computer with the Macbook Air SuperDnve already plugged in
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Web knowledge base

The knowledge base articles in the Personal Helpdesk folder (in Exchange) can be published to your website so that end-users and
customers experiencing technical challenges can self-service the answer to their problem by accessing the web-based knowledge
base. End-users may click through the tiered problem categories and types to find the self-service answers they are looking for. Self-
Service articles may also be searched via keywords.

»

o Knowledge Base

Home | Sybmit a sypport request | Case Status | Knowledge Base | Login

Knowledge Base

Welcome to knowledge base home page!. Here you can browse knowledge base artides by category > sub-category or search artides by keywords. The
artides are then loaded nto a treeview down. To read a particular article, dick the subject node of artidle in the treeview.

View by Categor/Sub-category @
Category Notebooks i] Search Knowledge Base
T ——r - ®

=] Notebooks > MacBook (5 articles)
|- 8 Aopie Portables: How to disconnect the MagSafe power adapter
| — @ How to use Remote Disc to share DVDs or CDs on a Mac

~ @ Mac 05 X 10.5: Can receive emad, but not send emai

— @ MadBook Pro: How to install memory

B MacOSX 10.5: Can recaive emad, but not send emad

@

Primary category dropdown that lists all available problem areas.
Secondary sub-category drop-down that is defined for each primary category.
Search for relevant knowledge base articles via keywords.

The knowledge base articles listing in a tree that matches the specified category/sub-category or the searched
keywords. Each article link can be clicked to load the corresponding knowledge base.

C0O0C

-] Notebooks > MacBook (5 articles) _,_--------__‘
! _8 Apple Portables: How to disconnect the MagSafe power adapter pemmmm——— ; Prlntable version - “\
L @ How to use Remote Disc to share DVDs or CDs 0n & Mog---:::::--" The selected ~‘\\ :’ Display the inovdedge

; e se 3 \ baseartideinanew [}
~ @ Mac 05X 10.5; Can receive emad, but not send emal '\ knowledge base link /' ‘\ window 'll
| -~ B MacBock Pro: How to install memory \\-~- -‘-",o ~\~~~------. g
L@ Mac OS5 X 10.5: Can receive emal, but not send emal Lo pmm—— ‘l,,’
/7 ThewtML Y
{ descriptionofthe '\  Prntable version | Top
'
How to use Remote Disc to share DVDs or CDsona Mac ~ \ “*¢fied inowedge
«  Dase article 7

o

To install Remote Disc on a Mac or Windows-based computer:,,,':'

Products Affected

Mac OS5 X 10.4, MacBook Ar, Mac OS X 10,5, Mcarosoft Windows XP, Maosoft Windows Vista

L Insert the MacBook Air Mac OS X Instal Disc 1 and run DVD or CD Sharing Setup,
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Caller Web Access (CWA)

The Caller Web Access is a set of ASP.NET web interfaces through which callers can login to track the progress and status of their
support cases. Allowing callers to have access to their helpdesk cases through the comfort of a web browser, not only provide self-
served information exchange in matter of seconds, but also relieve the helpdesk staffs from diverting their valuable time in replying
to non-critical calls and emails back and forth with the callers. These instead help the helpdesk to concentrate on its critical goals
and missions.

Caller Web Personal
Access (CWA) XMLdataas Helpdesk Add-in
(_ < response <
——————————— O ﬁ
............. G | (o) N |
Regislered iﬁjrmft, ezcalate, [ =W
{:ﬂ"EI'S W rawvy or re-open Guﬂuuk Exchange
zupport cazes repusitury

The site requires caller to authenticate their credential by inputting their email address and password that was provided by the
helpdesk staff via email/SMS. The Caller web login page is given below:

You are not logged on!

I

,J' Caller Email: dejong@mangostar.nt

Password: | eew

Mote: To access this web rescurce, you will have to input user credential, If you have
submitted 3 support request, you might have recsived = confirmation email from the

helpdesk with 2 password to sccess this web rescurce

Once logged on, the caller would be able to see all the support cases allotted to him/her under the 'My Cases' member area over a
period of time. The cases are sorted by the last modified date/time in descending order. The caller can click any one of the support
case and open the selected case in a new window to have a detail view.

With the Caller Web Access, a caller can:

. Submit new support request

. Escalate ongoing support case

. Withdraw ongoing support case
. Re-open closed support case

Logged on: dejong@mangostar.nt
L Caller Web Access

Hy Cases History | Submit a Support Request | Knowledge Base | Log Out

__‘,\7 Welcome to 'My Cases' area
This section ksts all support cases (both ongoing and resolved) that had been allotted to you. The cases are sorted by last modfied date time in descending
ovdu.Tobadame,%Mgeﬁmuueemmadhﬂwm.f.

-
-

Ths case kst 5 extracted on 1/18/2009 52317
= 7 MyCases
L2 V18/2009 1:54:46 PM - [8] Troubleshooting the MacBook Ar SuperDrive
L2 WiB/2009 1:54:25PM - [2] How to enable DVD o CDSmluuenh}uﬁ-"“"‘~-\

L2 Y/17/2009 9:32:32PM - (9] The drive doesnit accept any dsCmmgmami Stlectedcase )
o Y1672009 9:41:22 PM - [17] Mac OS X 10.5: Can receive emad, but not

}‘;:’\Hhihl MyTeam

for ODutiook
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The case form in CWA consists of many fields including custom fields that might be used for in-house properties. Most of the fields
are read-only, and only few such fields such as those of caller information are editable by the caller. However, to further escalate the
case (holds true if the problem is still ongoing), there is a WYSIWYG editor with which a new description related to the problem can
be composed and submitted instead of the hassle of composing emails and forwarding it to the helpdesk email address. Callers also

have the flexibility of uploading any number of files as attachments to the current case.

If the caller has already found a solution to the problem, or was helped by a solution recommended earlier from the helpdesk,

he/she can simply close/withdraw the case.

" Cave 9 tsaded trom SupportCals folder (1/18/2009 53425 FH)

[9] The drive doesn't accept any disc.
My UacBook won't read any disc inserted into the $30t, NOr it can wirte, Ve maerind The Orve Mades 80 UTusul fome for § minute o twd 80d Men Do
Paeried SaC & Butomatcaly expeled Sut | have Yod Sacs DOM varOus Srands aNd None Secteed S50 l-eemq»;-_tgg'w-u_m Flease mip
~ - -~
-
-

o sz Existing desription of ™

\ the prablem
¥ 100 8°0 QIPONIACH 185008 Wi U your MacBOok Aur ScperDrne. 5Ch 88 1o D3k 1ot being

1 Make sure Be SuperOrve is leywg Baf 00 @ 2arface with e piver Xp facing ipwerd

2 The MacBoon Air ScperDrive wat S00nod eaciysnely Be woe vty MacBock Ax The MacBoos Ax ScoerDrive must De Gwectly piugpes wio Me MacBook
A USE port anT Connot De v3ed when COMMCnd 1 8 Ao

1 you a0 Ipenencng an issue vang the Macbook Air SuperDrve with Mcrosoft Windows, by starting the compulter mih the Macbook Ar
SuperDrve already plugged in P —
Y P,

- . ~.
at { Add new (escalation)
Rl a DY AD2veda iBme -0 '> ¥
o Pwaywh = Torthene = Sue *B (i U E E 2R B IEE 3K

Thank you for the tps. | have checked both the workarounds. but still they do ittle 10 help » my problemn Please suggest any othes
foces

Ourang

BOOY> QU(v “AEAN"

Lkoad » Be O S 5 60 o 4 ey

C= TSR

-~
S

_,"' Upload any number of
~ files as attachments

Attachments:
Cose Cancel/ WDNSraw Case e "-‘—_------------~.~~
L K-: I ==“"" Cancel/withdraw the case in S
| g 12472008 8 30 00 AM h case the reported problem is no Ongoing |
". ---------...‘~~ N, W anissue Cane Number
+” Escalate the supportcase ™ 9
L. with the new description

Category AZCOSS0MS

Tyoe Time Capsule
Addel 118 D, Jimmy Ray St.
NY 2456 Sats Awating
oty Low vl
Tedhrscas asgned 10 T Ge
Pebla'{ 7122399939 Senjamin Frankiin
Compary  Starle Transpoat
Department  Marketing
Cuntom Piekd 1 Due date  12/572008
Custom Feld 2
Custor Feld 3 Asset Information
Qustan Pald 4 AssetName Printecd at Library Level 1
Tyoe Prortecs
05 Not Apgisc abie
Make 192 168 11656
P Lexmark

";‘;f'\ﬁﬁiﬁl“}"l eam
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24. Uninstalling Personal Helpdesk add-in

To uninstall the Personal Helpdesk add-in from your computer, follow the steps outlined below:

Personal Helpdesk

for Outiook

Step 1: Go to ‘Control Panel > Programs and Features’. Scroll down to select ‘Personal Helpdesk (x86) or (x64)’ and click

‘Uninstall’ as illustrated below:

B Programs and Features

« v E » Control Panel » All Control Panel lterns » Programs and Features

Control Panel Home .
Uninstall or change a program

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

® Turn Windows features on or

off Organize *  Uninstall Change  Repair

Mame ‘."“ - Publisher
E, Personal Helpdesk for Qutlook x26 I AssistMyTeam

r_ Picasa 3 Google, Inc.

£ ) PowerlSO

|3 Prerequisites for SSOT Microsoft Corporation

|3 Prerequisites for SSOT Microsoft Corporation

|3 Prerequisites for SS50T Microsoft Corporation

[8=] RadarCube WinForms 2 Desktop (remov...

% Realtek High Definition Audic Driver Realtek Semiconductor Corp.

N  AssistMyTeam Product version: 9.0.507 z
: Help link:  https://www.assistmy... Update

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

Programs and Features

I Are you sure you want to uninstall Personal Helpdesk for Outlock x867

L] Inthe future, do not show me this dialog box (| Yes J Mo

Step 3: The Personal Helpdesk setup will now start the un-installation process. Make sure that Microsoft Outlook is not running

(even under the task manager).

Step 4: After the add-in uninstallation is successful, you can start Outlook and delete the ‘Personal Helpdesk’ folder that was created

under your Exchange mailbox or Public Folder.

>
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25. Important links

Personal Helpdesk for Outlook - Home page
Go to the official website of Personal Helpdesk for Outlook.

Video Tutorial clips

Watch video tutorials that teach you how to install, configure and work with Personal Helpdesk.

Purchase license

Purchase a license for Personal Helpdesk for Outlook.

Knowledgebase articles

Looking for an in-depth understanding of this application? Browse through a series of knowledge base articles
on Personal 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.

Page19 1
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