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Version 4.0 Quick Start  
 

Note:  This is for FIRST TIME INSTALLATIONS, NOT UPGRADES.  Go to the 
version 4.0 tech support for Upgrade Instructions or call our tech support 
department. 

 
There are three main components of Installing Tele-Support HelpDesk.  
 
¢ƘŜ ά{ŜǊǾŜǊ Lƴǎǘŀƭƭŀǘƛƻƴέ    (required one time only) 
¢ƘŜ ά/ƭƛŜƴǘ Lƴǎǘŀƭƭŀǘƛƻƴέ    (per desired workstation)    
¢ƘŜ ά/ƻƴŦƛƎǳǊŀǘƛƻƴ tǊƻƎǊŀƳέ   (as needed-required at least once) 
 
¢ƘŜ άServer Installationέ ǿƛƭƭ ōŜ Ǌǳƴ ƻƴƭȅ ƻƴŎŜ ŀƴŘ Ǉǳǘǎ ŀƭƭ ƴŜŎŜǎǎŀǊȅ ŦƛƭŜǎ ƻƴ ȅƻǳǊ ŦƛƭŜ 

server that you will need to run HelpDesk.  This must be run on the file 
server machine. 
 
¢ƘŜ άClient Installationέ ǿƛƭƭ ōŜ ǇŜǊŦƻǊƳŜŘ ƻƴ ŀƴȅ ǿƻǊƪǎǘŀǘƛƻƴ ǘƘŀǘ ȅƻǳ ŀŎǘǳŀƭƭȅ ǿƛǎƘ ǘƻ 
run the HelpDesk program.  This can also include the server itself if you wish. 
 
¢ƘŜ άConfiguration Programέ Ƴǳǎǘ ōŜ Ǌǳƴ at least once ǘƻ ǎŜƭŜŎǘ IŜƭǇ5ŜǎƪΩǎ ǊŜǉǳƛǊŜŘ 
and optional configuration options.  It can also be run as often as required, either 
externally or from within the HelpDesk program.  
 
So, in summary, you should: 
 

 Choose a file server and run the HelpDesk Server Installation on the server.  
Note: server installation must be performed on the file server machine. 

 Choose a workstation and install at least one client. 

 Browse to the server and run the configuration program or run the άIŜƭǇ5Ŝǎƪ 
Tools (icon on desktop) 

 Start HelpDesk by starting up the Installed client. 
 

Installing Tele -Support HelpDesk 

 
Tele-{ǳǇǇƻǊǘ IŜƭǇ5ŜǎƪΩǎ Ƴŀƛƴ ƛƴǎǘŀƭƭŀǘƛƻƴ ǇǊƻƎǊŀƳΣ ǿƘƛŎƘ ȅƻǳ ǇǊƻōŀōƭȅ ŘƻǿƴƭƻŀŘŜŘΣ ƛǎ 
the same whether you are evaluating HelpDesk or have purchased it.  This file is 
"HelpDesk4_Install.exe". 
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Running the above program will bring up a menu.  From the menu, you may view 
ǾŀǊƛƻǳǎ IŜƭǇ5Ŝǎƪ ŘƻŎǳƳŜƴǘŀǘƛƻƴ ƛǘŜƳǎΦ  !ƭǎƻ ŦǊƻƳ ǘƘƛǎ ƳŜƴǳΣ ȅƻǳ Ƴŀȅ ǎŜƭŜŎǘ ά{ŜǊǾŜǊ 
Lƴǎǘŀƭƭŀǘƛƻƴέ ǘƻ ōŜƎƛƴ ƛƴǎǘŀƭƭŀǘƛƻƴΦ 
 

Server Installation  

 
Tele-Support HelpDesk must be installed on a file server that will be available to all 
workstations where users will access and run the HelpDesk program.  During the server 
ƛƴǎǘŀƭƭŀǘƛƻƴΣ ȅƻǳ ǎƘƻǳƭŘ ƘŀǾŜ άadministrative rightsέ ƻƴ ǘƘŜ ǎerver machine. 
 
Run the program "HelpDesk4_Install.exe" from the file downloaded from our web site.  
This will bring up an installation menu. 
   
Choose Server Installation. 
 
Even if you are only installing onto a laptop or single computer, you need to run the 
server installation.  !Ǝŀƛƴ ƴƻǘŜΧΦΦ ȅƻǳ ǎƘƻǳƭŘ ƛƴǎǘŀƭƭ IŜƭǇ5Ŝǎƪ ƻƴ ȅƻǳǊ ϦCƛƭŜ {ŜǊǾŜǊϦ 
with administrator and full access rights. 
 
Follow the on-screen directions.   Choose a location on your file server where you will 
install all HelpDesk files that will be used by other workstations in your network.   
 
By default, the installer will install to a folder under your application data directory 
ŎŀƭƭŜŘ άIŜƭǇ5Ŝǎƪ4έ (recommended this folder be sharable).  The location of your 
application data directory will differ depending upon your server operating system. For 
ŜȄŀƳǇƭŜΣ ǳƴŘŜǊ ²ƛƴŘƻǿǎ ·t ǘƘŜ ŘŜŦŀǳƭǘ ƛƴǎǘŀƭƭŀǘƛƻƴ ŘƛǊŜŎǘƻǊȅ ǿƻǳƭŘ ōŜ ά/Υ\Documents 
and Settings\All Users\Application Data\HelpDesk4\έ ǿƘƛƭŜ ǳƴŘŜǊ ²ƛƴŘƻǿǎ ±ƛǎǘŀΣ ƛǘ 
would default to ά/Υ\ProgramData\HelpDesk4\έΦ  Change as desired.  Follow on-screen 
prompts. 
 
That completes the Server Installation. 
 
One last thing to remember.....    Sharing may be done in either simple or advanced 
mode.  In the server folder, please make the HelpDesk4 folder "SHARABLE" so all users 
will have full control. LŦ ȅƻǳ ŀǊŜ ǳǎƛƴƎ άǎƛƳǇƭŜέ ŦƛƭŜ ǎƘŀǊƛƴƎ ƳƻŘŜΣ ǘƘƛǎ ƛǎ ǳsually this is 
done by right clicking on the folder, choose 'Properties', then choose 'Sharing' and then 
checking the 'sharing' checkbox. Lƴ άŀŘǾŀƴŎŜŘέ ǎƘŀǊƛƴƎ ƳƻŘŜΣ ȅƻǳ ŀƭǎƻ Ƴŀȅ ŀŘƧǳǎǘ 
άǇŜǊƳƛǎǎƛƻƴǎέ ŀƴŘ ƎǊŀƴǘ ŀƭƭ ǳǎŜǊǎ άŦǳƭƭ ŎƻƴǘǊƻƭέ ǊƛƎƘǘǎ ǘƻ ǘƘŜ ǎƘŀǊŜΦ ¸ƻǳ Ƴŀȅ ŀƭǎƻ ƴŜŜŘ ǘƻ 
ƎǊŀƴǘ άŦǳƭƭ ŎƻƴǘǊƻƭέ ǊƛƎƘǘǎ ǳƴŘŜǊ ǘƘŜ άǎŜŎǳǊƛǘȅέ ǘŀōΦ 
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Client Installation  

 
Lƴǎǘŀƭƭ ŀǎ ŀƴ ά!ŘƳƛƴέ ǳǎŜǊ.   
 
Note:  If you are on the same machine as the one where you installed the server, you 
Ƴǳǎǘ ƛƴǎǘŀƭƭ ǘƘŜ IŜƭǇ5Ŝǎƪ ŎƭƛŜƴǘ ŦǊƻƳ ǘƘŜ ¢hh[{ ƳŜƴǳΦ  CƛƴŘ ǘƘŜ ά¢ƻƻƭǎέ ƛŎƻƴ ƻƴ ȅƻǳǊ 
ŘŜǎƪǘƻǇΣ ŘƻǳōƭŜ ŎƭƛŎƪ ƻƴ ƛǘΣ ŀƴŘ Ǌǳƴ ǘƘŜ ŦƛǊǎǘ ƻǇǘƛƻƴΣ άwǳƴ ¢ŜƭŜ-{ǳǇǇƻǊǘ IŜƭǇ5Ŝǎƪ /ƭƛŜƴǘέΦ 
 
If you are not on the same machine where you installed the HelpDesk server, then go to 
one of the workstations from which you would like to run HelpDesk (or the file server 
itself if you want to run a HelpDesk client from there as well).  You can install additional 
client workstations at any time. 
 
To install a client, browse to the folder on your ..\ server\ Installers  to find the client 
installation program.  It might be something like the following: 
 
\ \ ServerName\ HelpDesk4\ Server\ Installers\ HD4Client_Install.exe.   
 
Start the program by clicking on the file HD4Client_Install.exe. 
 
This will install local program files required by helpdesk.  You will need to run this 
program again (at a later time) on other workstations that you want to use with the 
HelpDesk program. 
 
Tech Tip  If you are connecting to an external contact manager, please be sure that the 
contact manager client software is installed on that workstation.  If ACT!, you must 
install and run ACT! at least once prior to installing the HelpDesk client.  Also, if 
connecting to ACT!, you must have the Microsoft .net 1.1 framework installed as well.  If 
contact manager is GoldMine, you must install the GoldMine client and run it at least 
one time.   

HelpDesk Configuration  

 
You need to run this program at least once to select and point to the contact manager 
that you will use, either ACT!, GoldMine, Microsoft Business Contact Manager, 
TeamScope, Outlook, Exchange Server, or the built in Stand AƭƻƴŜ άIŜƭǇ5Ŝǎƪέ ŎƻƴǘŀŎǘ 
manager.  The program allows you to configure many options about your HelpDesk 
installation, but one of the things you must do is point to and configure your contact 
manager connection. 
 
How to run hdConfig4.exe 
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LŦ ȅƻǳ ŀǊŜ ƻƴ ǘƘŜ ά{ŜǊǾŜǊέ ǿƘŜǊŜ ȅƻǳ ƛƴǎǘŀƭƭŜŘ IŜƭǇ5ŜǎƪΣ ǘƘŜƴ ǇǊŜǎǎ Ϧ{ǘŀǊǘϦΣ ϦtǊƻƎǊŀƳϦΣ 
"HelpDesk40 Server", and from the drop down menu, select "Configuration".  Follow on 
screen prompts regarding selecting your contact manager. 
 
or 
 
If you are at a client workstation on which you wish to run HelpDesk, you must browse 
to the server where HelpDesƪ ǿŀǎ ƛƴƛǘƛŀƭƭȅ ƛƴǎǘŀƭƭŜŘΣ ŀƴŘ ŦƛƴŘ ǘƘŜ άŎƻƴŦƛƎǳǊŀǘƛƻƴέ ŦƻƭŘŜǊΣ 
such as 
ά\\Server Name\HelpDesk4\Server\Configuration.   
 
Find and run the program called HDConfig4.exe.   
 
¸ƻǳǊ ƛƴƛǘƛŀƭ ¦ǎŜǊ L5 ƛǎ άADMINέ όƴƻ ǉǳƻǘŜǎύ ŀƴŘ ǘƘŜ password is blank. 
 
Select ά[ŀǳƴŎƘ /ƻƴǘŀŎǘ aŀƴŀƎŜǊ /ƻƴƴŜŎǘƛƻƴ {ŜǘǘƛƴƎǎ ²ƛȊŀǊŘέ 
 
Configure a contact manager to use with HelpDesk.  This part is essential and it will test 
your connection before allowing you to move forward.   
 
{ŜŜ ǘƘŜ {ȅǎǘŜƳ !ŘƳƛƴƛǎǘǊŀǘƻǊΩǎ ƳŀƴǳŀƭΣ ŎŀƭƭŜŘ HDAdmin4.pdf located in a folder named 
ά5ƻŎǳƳŜƴǘŀǘƛƻƴέ ƭƻŎŀǘŜŘ Ƨǳǎǘ ōŜƭƻǿ IŜƭǇ5ŜǎƪΩǎ άǎŜǊǾŜǊέ ŦƻƭŘŜǊΣ ŦƻǊ ŎƻƳǇƭŜǘŜ 
documentation on setting up and configuring Tele-Support HelpDesk. 
 
 
Selecting your contact manager is required but following are some of the other things 
you may want to do, either initially or after playing with HelpDesk for a bit. 
 
 
Setup connection to Contact Manager and test.  Edit contact manager options.  Build 
center panel custom screens as needed.  Map the desired contact manager fields to the  
IŜƭǇ5ŜǎƪΩǎ ǎǘŀƴŘŀǊŘ fields. 
 
Add departments, users, and edit properties.  Admin Chapter 5 
 
Setup up HelpDesk time-keeping options.   Admin Chapter 9 
 
Setup priorities and escalation as desired.   Admin Chapter 6 
 
Setup Category / Product as desired.    Admin Chapter 8 
 
Choose email system to use and edit properties.  Admin Chapter 12 
 
Add RMA or Contract Tracking or User Defined   Admin Chapter 9 
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Fields other options as desired.   or Chapter 4 
 
Add additional modules as desired. 
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Chapter 1 - Installation  
 

Overview 

 
The file "HelpDesk4_Install.Exe" contains the entire collection of files needed to install 
Tele-Support HelpDesk Version 4.0. 
 
Download and run the above program.  
 

HelpDesk Installation File  
 
The main INSTALLATION program file, which you probably  
downloaded from our web site is: 
 
HelpDesk4_Install.EXE  
 
Running the above program will bring up an installation menu that will allow you to 
view documentation as well as install the SERVER portion of Tele-Support HelpDesk. 
 
 

Server Installation and  Client Installation  

 
Helpdesk has two main installation components.  The Server Install is accessed by 
running the Tele-Support HelpDesk4_Install.exe program.  The client install, which can 
be run at any time after installing the server, is run from a file generated during server 
installation. 
 
The two installation types are the server installation, the client workstation installation. 
 
The server installation is performed only once and the installation location should be to 
a file server in a directory and folder that is available to everyone who will use Tele-
Support HelpDesk.  It is best if you can go to the server and install the Server Installation 
of HelpDesk. 
 
Note:    If possible, do the server installation DIRECTLY ON YOUR FILE SERVER. 
 
You must have ADMINISTRATOR RIGHTS to the server with full file access rights.  
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The client installation is performed for every workstation that will run HelpDesk.  You 
should choose a directory on your local hard drive (example:  "C:\Program 
Files\HelpDesk4") as a destination in which to install the client program.  The reason for 
a local install is that by putting program files locally (which will point to the main 
network installation), HelpDesk will load faster and alleviate network traffic.  Also, 
certain programs are required locally, such as the ά{ŎǊŜŜƴ {ƘƻƻǘŜǊέ ǇǊƻƎǊŀƳ and the 
HelpDesk's contact manager interface files. 
 

Server Installation  
 
The download file HelpDesk4_Install.exe is an installation menu program.  From this 
menu you can start the Installation program. 
 
It is highly preferred that you run the Server Installation on the file server. 
 
The Server installation need only be performed ONCE.   
 
 

Starting the Installation  

 
Upon starting the installation (by clicking on HelpDesk4_Install.exe, which you most 
likely downloaded), you will be greeted by an installation menu program.  
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Please read the Quick Start Guide which is accessed from the menu item above. 
 
BEGINNING the SERVER INSTALLATION 
 
Click on the "Server Installation" button as shown above.  It will extract and 
automatically start the server installation program (helpdesk40install.exe). 
 
{ŀȅ άȅŜǎέ ǘƻ ǘƘŜ ǎŜŎǳǊƛǘȅ ǿŀǊƴƛƴƎΦ  ¸ou will then see 
 

 
 
 
 
/ƭƛŎƪƛƴƎ άbŜȄǘέ ǿƛƭƭ ōǊƛƴƎ ȅƻǳ ǘƻ ǘƘŜ product/demo activation screen (shown below), 
which will prompt you for an activation code, which you should have received with your 
demo request or purchase. If you do not have a code, you can type in a valid e-mail 
address into the box indicated and request a demo activation code to proceed with the 
installation.  A demo code will be immediately sent to the email address given. 
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/ƭƛŎƪƛƴƎ ΨbŜȄǘέ ȅou are then presented with the following screens: 
        License information and instructions 
       
Following that, it will ask you to specify your Server installation location.  More than 
likely, you will choose a network location and drive. 
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Choose to a location on your network that is accessible from all workstations that will 
use HelpDesk.  (Unless you are planning on running HelpDesk on a single computer or 
laptop, you'll probably want to change from the 'C: drive" to a UNC path network name). 
 
We require that you use UNC network drive mapping (using the \ \ServerName instead 
of a mapped drive letter).  Or, you may use an IP address instead of UNC mapping.  All 
workstations must use the same mapping to the server location. 
 
NOTE: By default, the installation directory specified will be your Windows Application 
Data folder (the specific path may differ depending on your Windows version). It is 
especially important for installations on servers running Windows Vista that this default 
ƛƴǎǘŀƭƭŀǘƛƻƴ ǇŀǘƘ ōŜ ƛƴ ŀ ƭƻŎŀǘƛƻƴ h¢I9w ¢I!b άǇǊƻƎǊŀƳ ŦƛƭŜǎΣέ ŀǎ ǘƘŜ Řŀǘŀ ǿƛƭƭ ƴƻǘ ōŜ 
updated properly otherwise. 
 
You may next select the program group name you would like to use for this HelpDesk 
SERVER installation.  The default name is "HelpDesk 4.0 Server".  Use or change as 
desired.  
 
The screen appears as follows: 
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Continuing will ask for verification of installation settings and then the "Finish Screen". 
 
 

Server Installation Folders  

 
Several folders are created during the Server installation. 
 
For purposes of example..... we will assume the main HelpDesk server folder is    
 
\ \ Server Name\ HelpDesk4\ Server 
 
 
The following Folders have been created: 
 
 
\ \ Server Name \ HelpDesk4\ Server\  

\ Reports 
\ Documentation 
\ Links 
\ Configuration 
\ PostOfficeBoxes 
\ EmailTemplates 
\ Users 
\ Installers 
\ MyHelpdesk 
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Description of Folders 
 
Server 
You will find here the main HelpDesk data file HELPDESK4.MDB.  Also in this folder you 
will find the main executable program TSHD4.EXE.   (Note:  This file is copied down to 
client workstations when starting the HelpDesk client when HelpDesk is started and the 
program version on the client workstation is older than the file in this folder.) 
 
Configuration 
Contains the configuration program HDConfig4.EXE used to setup HelpDesk 
 
Reports 
Contains the built in reports for HelpDesk and the Crystal Reports supplied with 
HelpDesk should you wish to use them.  This is also the same folder you should put any 
custom designed reports. 
 
Documentation 
This folder contains HelpDesk's documentation, both Adobe PDF format. 
 
EmailTemplates 
This folder holds the Template Manager program and files.  This is used in HelpDesk to 
create and maintain HTML email templates and signatures. 
 
Users 
For internal use.  DO NOT DELETE even if it appears empty. 
 
Installers 
This folder contains all the invidivual installers for other features as well as the Client 
Installation File HD4Client_Install.exe.  Use these files to perform client installation on 
client workstations and to install other HelpDesk services as required.    
 
Also contained in this folder is Install_HDServices.exe.  This program  installs the 
HelpDesk Escalation Server and the HelpDesk Post Office program.  This program is run 
ŀǳǘƻƳŀǘƛŎŀƭƭȅ ǿƘŜƴ ȅƻǳ ŜƴǘŜǊ ǘƘŜ Ψ{ŜǊǾƛŎŜǎέ ǎŜŎǘƛƻƴ ƻŦ ǘƘŜ /ƻƴŦƛƎǳǊŀǘƛƻƴ ǇǊƻƎǊŀƳΦ   
 
My HelpDesk 
Contains files requireŘ ǘƻ Ǌǳƴ ŀƴŘ Ƴŀƛƴǘŀƛƴ ǘƘŜ άaȅ IŜƭǇ5Ŝǎƪέ ǎŎǊŜŜƴΦ 
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Sample folders appear as follows: 
 
Server 

 
 
Configuration 

   
Also included here are installation files for HotTips Publisher and Inquiry Status 
Publisher, both addons for HelpDesk.  See www.resource-dynamics.com and choose 
products for details. 
 
Installers 

 
 
Notice that hdConfig4.exe is the main configuration program.  This can be run directly 
from this folder, or started right from the HelpDesk menu. 
 
The Program Start menu might appear as follows: 
 

 
 
¢ƘŜ ǎŜǊǾŜǊ ƛƴǎǘŀƭƭŜǊ ǿƛƭƭ ŀƭǎƻ ŎǊŜŀǘŜ ŀ ǎƘƻǊǘŎǳǘ ǘƻ ǘƘŜ άIŜƭǇ5Ŝǎƪ 4.0 ¢ƻƻƭǎέ ƻƴ ǘƘŜ 
desktop, as shown below: 

http://www.resource-dynamics.com/
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HelpDesk 4.0 Tools 

 
 
Double-clicking on this icon will bring you to the following screen: 
 

 
 
From here, you have a number of options: 
 

Run Tele-Support HelpDesk 4.0 Client ς Clicking on this button will launch the 
HelpDesk 4.0 client on the workstation.  If the client has not already been 
installed on this workstation, it will launch the HelpDesk client installation. 
 
Run Tele-Support HelpDesk 4.0 Configuration ς Clicking on this button will 
launch the configuration utility for HelpDesk 4.0 and allow you to begin setting 
up the software. 
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Run Tele-Support HelpDesk 4.0 Database Utilities ς Clicking on this button will 
launch the database utilities for HelpDesk 4.0. This is an advanced feature that is 
ŎƻǾŜǊŜŘ ƛƴ ŘŜǘŀƛƭ ƛƴ !ǇǇŜƴŘƛȄ / ƻŦ ǘƘŜ !ŘƳƛƴƛǎǘǊŀǘƻǊǎΩ DǳƛŘŜΦ 
 
Open Tele-Support HelpDesk Server Directory ς Clicking on this button will open 
your \ ..\HelpDesk4\Server directory in Windows Explorer. 

 
Perform Tele-Support HelpDesk 4.0 License Activation ς Clicking on this button 
will launch the HelpDesk license activation program, which will allow you to 
apply your permanent HelpDesk license.  This must be done before running the 
HelpDesk client install. 

 

Client Installation  

  
The client installation file, HD4Client_Install.exeΣ ƛǎ ŦƻǳƴŘ ƛƴ ǘƘŜ ϦLƴǎǘŀƭƭŜǊǎέ ŦƻƭŘŜǊ 
located just beneath your main HelpDesk server folder. 
 
Example:   \ \server name\Helpdesk4\Server\ Installers   (change according to your own 
installation. 
 
Find and double click on this file from the workstation where you are performing a 
"client" install. 
 
Upon starting the installation, you will be greeted by "Welcome" dialogue and some 
installation instructions.  Click "Next" 
 
 
Note:  The Client Installation must be performed at each workstation.  Each workstation 
ǳǎŜǊ Ƴǳǎǘ ƘŀǾŜ άŦǳƭƭ ŎƻƴǘǊƻƭέ ŀŎŎŜǎǎ ǊƛƎƘǘǎ ǳƴŘŜǊ ōƻǘƘ άǎŜŎǳǊƛǘȅέ ŀƴŘ άǎƘŀǊƛƴƎέ 
permissions (if applicable) across the network to the server location where you installed 
HelpDesk. 
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Client Installation  

  

 
 
After the initial opening screen above and licensing screen, you are presented with a 
ǎŎǊŜŜƴ ŀǎƪƛƴƎ ǿƘŜǊŜ ǘƻ ƛƴǎǘŀƭƭ ǘƘŜ άŎƭƛŜƴǘέ ǎƻŦǘǿŀǊŜΦ 
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You should choose a folder (or have HelpDesk create a new folder) on your local hard 
drive.  (This also makes HelpDesk run faster and alleviate network traffic.  HelpDesk will 
know where to find your network data files). 
 
The default location is C:\Program Files\HelpDesk 4.0 Client.  Use this setting or change 
as desired.  Some users prefer to use the directory C:\HelpDesk4. 
 
bŜȄǘ ǎŜƭŜŎǘ ǘƘŜ ά{ǘŀǊǘ aŜƴǳ CƻƭŘŜǊέΦ  ¸ƻǳ ǎƘƻǳƭŘ ǇǊƻōŀōƭȅ ŀŎŎŜǇǘ ǘƘŜ ŘŜŦŀǳƭǘΦ 
 

 
 
The program will then ask you to confirm starting the actual installation. 
 
After confirming your choices, the installation will proceed to completion.  

 
Upon completion of the installation, you will find the "Client" folder containing files 
required to run HelpDesk from the workstation. 
 
Looking inside the Client folder you would find the following files. 
 
HelpDeskStart4.exe is the initial startup program.  When this program is run, it will 
compare the TSHD4.exe file in the client folder with the TSHD4.exe on the Server, and if 
different, will copy down the most current (from the server) TSHD4.exe file, and request 
confirmation from the user to update the program file.  
 
TSHD4.exe is the main HelpDesk program to start and run HelpDesk on the workstation. 
 
After finishing the client installation, you may then run the HDConfig4.exe program 
from the server folder and begin configuring the HelpDesk program and features. 
 
{ŜŜ ƴŜȄǘ ŎƘŀǇǘŜǊ άCONFIGURATIONέ ǘƻ ōŜƎƛƴ ǎŜǘǘƛƴƎ ǳǇ ȅƻǳǊ IŜƭǇ5Ŝǎƪ ǇǊƻƎǊŀƳΦ 
 
Tech Tip:  Open the TSHD4.UDL file in the Server folder and confirm the connection path 
to the server to be UNC format. 
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Chapter 2 - Configuration  
  

Starting the Configuration Program  

 
 
You will find in the main Server folder where HelpDesk was installed, a folder called 
"Server". 
 
Look inside the "Server" folder and you will find a folder labeled "Configuration.  
 
Look inside the "Configuration" folder and will you will see a program called 
"HDConfig4.exe".   Run this program to bring up HelpDesk's configuration program. 
 

 
 
If you are on the machine where you installed the server, you can also start the program 
from your Start, Program HelpDesk 4 program menu. 
 
 
Upon startup of hdConfig4, you will be presented with a login screen: 
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Enter your HelpDesk User Id and Password.   Remember, the initial ID and Password is: 
 
ID =  ADMIN 
Password is "blank"   (no entry required) 
 
Upon entering successfully the ID and Password, you are brought to the opening 
Configuration menu. 

Configuration Menu  

The opening menu will appear as follows: 
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The Configuration menu is broken down into 7 (seven) sections as follows: 
 

Contact Manager 
Here is where you select and configure the contact manager you 
will use with HelpDesk.  You choose the contact manager 
database, its location, map fields, and select other options 
pertaining to the particular contact manager you choose. 
 
This section is required. 
 
Note:  The folder containing the contact manager must be shared 
and available to all helpdesk users over the network. 
 
5Ŝǘŀƛƭǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ǘƘŜ ά/ƻƴǘŀŎǘ aŀƴŀƎŜǊέ ŎƘŀǇǘŜǊΦ 
 

Users and Departments 
Here you can setup Departments and Users, assign rights, User 
IDs, contact manager login information.  Also in this section, you 
Ŏŀƴ ŘŜŦƛƴŜ ΨǳǎŜǊ ǊƛƎƘǘǎ ǘŜƳǇƭŀǘŜǎΩ ǿƘƛŎƘ Ƴŀke creating like users 
fast and easy. 
5Ŝǘŀƛƭǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ǘƘŜ ά¦ǎŜǊǎ ŀƴŘ 5ŜǇŀǊǘƳŜƴǘǎέ ŎƘŀǇǘŜǊΦ 
 

Priorities and Escalation 
Here we setup priorities used in HelpDesk, color schemes, and 
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escalation attributes, such as escalation and email notification. 
 
5Ŝǘŀƛƭǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ǘƘŜ άtǊƛƻǊƛǘƛŜǎ ŀƴŘ 9ǎŎŀƭŀǘƛƻƴέ ŎƘŀǇǘŜǊΦ 
 

HelpDesk Services 
Here is where you configure HelpDesk services, such as Post Office 
and Escalation Services. 
 
5Ŝǘŀƛƭǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ǘƘŜ άIŜƭǇ5Ŝǎƪ {ŜǊǾƛŎŜǎέ ŎƘŀǇǘŜǊΦ 
 

Categories and Products 
IŜǊŜ ȅƻǳ Ŏŀƴ ōǳƛƭŘ ȅƻǳǊ ΨǘǊŜŜΩ ƻŦ /ŀǘŜƎƻǊƛŜǎ ŀƴŘ tǊƻŘǳŎǘǎ ǳǎŜŘ ƛƴ 
HelpDesk. 
 
5Ŝǘŀƛƭǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ǘƘŜ ά/ŀǘŜƎƻǊƛŜǎ ŀƴŘ tǊƻŘǳŎǘǎέ ŎƘŀǇǘŜǊΦ 
 

Optional Features 
Here is where you may select 'optional' modules, such as contract 
tracking, RMA processing, or Additional Inquiry User Defined 
Fields. 
 
You may come back to this section and turn on these options later 
if you like. 
 
5Ŝǘŀƛƭǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ǘƘŜ άhǇǘƛƻƴŀƭ CŜŀǘǳǊŜǎέ ŎƘŀǇǘŜǊΦ 
 

Advanced Settings 
Here are various ways change the way HelpDesk may 
operate.  You do NOT need to get into this section unless desired.   
 
5Ŝǘŀƛƭǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ ǘƘŜ ά!ŘǾŀƴŎŜŘ {ŜǘǘƛƴƎǎέ ŎƘŀǇǘŜǊΦ 
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Chapter 3 - Contact Manager Setup  

Contact Manager Setup 

 
Here is where we choose and configure the contact manager we are going to use.  
From the main configuration screen, clicking on the Contact Manager button 

 will bring you to  

Ȱ#ÏÎÔÁÃÔ -ÁÎÁÇÅÒ /ÐÔÉÏÎÓ 

If you chose an EXTERNAL CONTACT MANAGER 

 

If you chose STAND ALONE CONTACT MANAGER 

 
 
Note:  ¢ƘŜ ά{ǘŀƴŘ !ƭƻƴŜέ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊ Ƙŀǎ ŀŘŘƛǘƛƻƴŀƭ ƻǇǘƛƻƴǎ ȅƻǳ Ŏŀƴ ǳǎŜΦ  ¢Ƙƛǎ ƛǎ 
because with the built-ƛƴ ŘŀǘŀōŀǎŜ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊΣ ȅƻǳΩƭƭ ǿŀƴǘ ǘƻ ŎǳǎǘƻƳƛȊŜ ǘƘŜ ŦƛŜƭŘǎ 
and screens to your liking. 
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If this is the first time you are running configuration for a contact manager, you will 
automatically be taken to the following screen (bypassing the one above).  The very first 
ŘŜŎƛǎƛƻƴ ȅƻǳ Ƴǳǎǘ ƳŀƪŜ ƛǎ ǘƻ ŎƘƻƻǎŜ ǘƘŜ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊ ȅƻǳΩǊŜ ƎƻƛƴƎ ǘƻ ǳǎŜ ǿƛǘƘ 
HelpDesk. 
 

 
 
Here you choose the desired contact manager to which you want to connect.  You can 
attach to various versions of ACT! or GoldMine or you can use the customizable built-in 
Stand Alone contact manager (go to Chapter 4 for Stand Alone configuration). 
 

Choosing your Contact Manager  

 
/ƘŜŎƪ ǘƘŜ ƛƴǘŜƴŘŜŘ ϥ/ƻƴǘŀŎǘ aŀƴŀƎŜǊϥ ŦǊƻƳ ǘƘŜ ƭƛǎǘΣ ǘƘŜƴ ŎƭƛŎƪ ƻƴ άƴŜȄǘέΦ 
 
Below are screens for each contact manager.  Depending on which contact manager you 
choose, your configuration will vary slightly. 
 
Go to one of the following sections: 
 
 Act! ς versions 6 
 Act! -  versions 2005, 2006, 2007, 2008, 2009 
 GoldMine ς dBase version 5 ς 6.7 
 GoldMine ς MS SQL version 5-6.7 
 GoldMine ς version 7 and version 8 
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 Stand Alone 
 TeamScope CRM 
 Outlook 
 Outlook with Business Contact Manager (BCM) Version 2007 
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For ACT! Versions  6 

 
If you are using ACT!  6, you will see the following screen. 
 

 
(For most installations, the path to the ACT! database should not be a local drive but 
should instead be a UNC mapped drive). 
 
Note:  To run HelpDesk using ACT!, you must have ACT! installed locally on your client 
workstation.  You have to actually run ACT! locally at least once.  This installs the ACT! 
API files and connection on the workstation which HelpDesk uses to communicate to 
ACT! 
 
 
Path to ACT! Database 
 

Type in or browse to where your ACT! database is located.  It is 
required to use a UNC path (i.e.  \ \ServerName\ ...... ) to the 
database location (if installed on a network). 
 
 

ACT! User Name 
ACT! Password 

Here you must enter a valid ACT! user name and ACT! 
password.  
 
Why?   HelpDesk must actually log into the ACT! database via 
an API (application program interface) in order to read and 
write data to ACT!.  This user ID and password does not have to 

file:\\ServerName
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be the same as the ones used for HelpDesk user ID and 
password.  They must, however, be VALID for ACT! 
 

 
 
When finished entering the above information, HelpDesk configuration will VERIFY that 
the data is correct and that HelpDesk can log into the desired ACT! database with the 
supplied information. 
 
HelpDesk will then attempt to make a connection and log into ACT!.  If successful, you 
will see the following message: 
 

 
 
¢ƘŜ ǾŜǊƛŦȅ ǎŎǊŜŜƴ ǿƛƭƭ ƛƴŘƛŎŀǘŜ ƛŦ ƛǘ ǎǳŎŎŜŜŘǎ ƻǊ ƴƻǘΦ  /ƭƛŎƪ ά{ŀǾŜέ ǘƻ ǊŜǘǳǊƴ ǘƻ ǘƘŜ Contact 
Manager configuration menu.
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For ACT! Versions 2005 through 200 9 
 

 
 
 
If you choose ACT!, (2005, 2006, 2007, 2008, 2009), you will see the following: 
 

 
 



Chapter 3 ï Contact Manager Setup 
 

34 
 

Note:  To run HelpDesk using ACT!, you must have ACT! installed locally on your client 
workstation.  You have to actually run ACT! locally at least once.  This installs the ACT! 
API files and connection on the workstation which HelpDesk uses to communicate to 
ACT! 
 
 
Path to ACT! Database 
 

Type in or browse to where your ACT! database is located.  It is 
required to use a UNC path (i.e.  \ \ServerName\ ...... ) to the 
database location (if installed on a network). 
 

ACT! User Name 
ACT! Password 

Here you must enter a valid ACT! user name and ACT! 
password.  
 
Why?   HelpDesk must actually log into the ACT! database via 
an API (application program interface) in order to read and 
write data to ACT!.  This user ID and password does not have to 
be the same as the ones used for HelpDesk user ID and 
password.  They must however be VALID for ACT! 
 

 
²ƘŜƴ ȅƻǳ ŀǊŜ ŘƻƴŜΣ ŎƭƛŎƪ ƻƴ ά±ŜǊƛŦȅέ ŀƴŘ IŜƭǇ5Ŝǎƪ ǿƛƭƭ ǘƘŜƴ ŀǘǘŜƳǇǘ ǘƻ ƳŀƪŜ ŀ 
connection and log into ACT!.  If successful, you will see the following message: 
 

 
 
You MUST be successful in order to continue.  If you are not, please go to the ACT 
database and test the entries you entered for ACT! User ID and Password. 

file:\\ServerName
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For GoldMine versions 5 - 6.7 

If you choose GoldMine dBase versions, you will see the following: 
 

 
 
Please locate your GoldMine main directory ,  Use the browse to find the main directory 
for GoldMine, and then click on the Contact Manager executable file 
(respectively,  GMW5.EXE, or GMW6.EXE).  Depending on your GoldMine setup, it will 
find all other files necessary for the installation.  Be sure you are using a mapped drive 
and Not a UNC path.  
 

If all of the fields do not fill in after selecting your main directory, you must browse 
your GoldMine installation and find the listed files.  If you have a local copy of 
GoldMine, you might want to start there.  If all fields are filled in, please review 
them to ensure they are the correct paths.  Incorrect mapping will cause 
problems when trying to launch the HelpDesk application. 

 
Once all four prompted values have been entered, click Next. 
 
Technical Note about GoldMine Installations. 
 
There are many ways that GoldMine may be installed on your system, including network 
only, network and local installs, and local installs only but pointing to shared network 
database directories.   There are also differences if you have a new installation of 
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GoldMine or an updated version of GoldMine, which determines whether you have a 
folder GMBASE. 
 
There are several critical files that HelpDesk may locate.  This is sometimes complicated 
by the fact that SPFILES.DBF has been copied to several different directories. 
 
If you have trouble making the connection to GoldMine on your client installations of 
HelpDesk, try the following. 
 
Select the Contact Manager again as above.  It will again ask you for your 
directories.  Use the browse button to find the SPFILES.DBF, looking for a different 
selection that previously used.  Do the same for License.dbf and CAL.dbf. 
 
 
 
User Name and Password 
 

 
 
Here you must enter a valid GoldMine user name and GoldMine 
password.  Why?   HelpDesk must actually log into the GoldMine database via an API 
(application program interface) in order to read and write data to GoldMine.  This 
password does not have to be the same as the one used for HelpDesk.  They must 
however be VALID for GoldMine 
 
Then press 'Next'.    
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GoldMine Databases to Use and the Default Database 
 

 
 
 
/ƘŜŎƪ ǘƘŜ DƻƭŘaƛƴŜ ŘŀǘŀōŀǎŜǎ ȅƻǳΩŘ ƭƛƪŜ ǘƻ ǳǎŜ.  You should see a list of available 
ŘŀǘŀōŀǎŜǎ ŦǊƻƳ DƻƭŘaƛƴŜΩǎ ŘŀǘŀōŀǎŜ ƭƛǎǘΦ 
 
Enter the Default Database to Use 
Use the drop down combo to choose your default GoldMine database. 
 
Then click Verify to test the connection to GoldMine.   
 
HelpDesk will then attempt to make a connection and log into GoldMine.  If successful, 
you will see message indicating you were successful. 
 
You MUST be successful in order to continue.  If you are not, please go to the GoldMine 
database and test the entries you entered for GoldMine User ID and Password. 
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For GoldMine SQL versions 6.7, and version 7 (PE) , version 8  

 
If you choose GoldMine MS SQL versions  6.7 OR Version 7 (PE), you will see the 
following: 
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Location of 
GM.INI file 

To use GoldMine with Tele-Support HelpDesk requires that 
GoldMine is installed and run once on the local machine. 
 
Each workstation that is to run HelpDesk must have access to 
the common GoldMine database files.  Please locate the 
location of the GM.INI file from your GoldMine installation 
and enter it here. 
 

SQL Server 
user name 

GoldMine SQL installations may require a password for 
access.  If so configured, please enter this information below.  
For Microsoft SQL Server installations, this would be the SA 
account and password. 
 

 
 
Then press 'Next' to arrive at the GoldMine User ID and Password screen. 
 

 
 
Enter your GoldMine User Name and GoldMine Password. 
 
 Click ΨbŜȄǘέ ǘƻ ŀǊǊƛǾŜ ŀǘ ǘƘŜ ά[ƛƴƪ 5ŀǘŀōŀǎŜ /ƻƴŦƛƎǳǊŀǘƛƻƴέ ǎŎǊŜŜƴΦ 
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Here you will see a list of one or more databases that have been setup for the GoldMine 
installation.  Choose the GoldMine databases you want to use.  ¢ƘŜƴΣ ƛƴ ǘƘŜ ά5ŜŦŀǳƭǘ 
GoldMine 5ŀǘŀōŀǎŜέΣ ŎƘƻƻǎŜ ǘƘŜ ŘŜŦŀǳƭǘ ŘŀǘŀōŀǎŜ ȅƻǳ ǿŀƴǘ ǘƻ ǳǎŜ ǿƛǘƘ IŜƭǇ5ŜǎƪΦ Click 
Ψ±ŜǊƛŦȅΩΦ 
 
HelpDesk will then attempt to make a connection and log into GoldMine.  If successful, 
you will see message indicating you were successful. 
 

 
 
You MUST be successful in order to continue.  If you are not, please go to the GoldMine 
database and test the entries you entered for GoldMine User ID and Password. 

For Stand Alone 

{ǘŀƴŘ !ƭƻƴŜ ŘƻŜǎƴΩǘ ǊŜǉǳƛǊŜ ŀ ŎƻƴƴŜŎǘƛƻƴ ƳŀƴŀƎŜǊ ōŜŎŀǳǎŜ ǘƘŜ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊ ƛǎ 
already built into HelpDesk. 
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Contact Manager Options 

 
If you just configured your contact manager for the first time, or you already had your 
contact manager chosen, you will arrive at the following: 
 
For all contact managers except Stand Alone, you will see the following sŎǊŜŜƴΦ  ²ŜΩƭƭ 
ŘŜǎŎǊƛōŜ ǿƘŀǘΩǎ ŘƛŦŦŜǊŜƴǘ ŀōƻǳǘ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊ ƻǇǘƛƻƴǎ ƛƴ /ƘŀǇǘŜǊ п όƛǘ Ƙŀǎ ƴƻ 
Advanced Preferences but does have a contact manager field and screen designer). 
 

 
 
   

Launch Contact Manager Connection Settings Wizard 

 
This control takes you to the screen where you choose which contact manager to use.   
 
Use this selection to return to the screen where you choose your contact manager.  This 
is the section that was show previously in this chapter as an example of what you see 
when choosing to configure a specific contact manager for HelpDesk 
 
See previous pages for screens and examples.   You can return and rerun this wizard 
again by clicking on the following button. 
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Contact Manager Field Mappings 

 

 
 
This section will allow you to map fields in HelpDesk to your contact manager and thus 
display them and make them available for editing from within HelpDesk. 
 

Standard  Field Mapping  

 
Clicking on the button will take you to a screen as follows: 
 

 
 
Here we are going to map standard HelpDesk fields to fields in your contact manager. 
 

To do so, you merely click on the ellipses button  for the desired field to bring up a 
field list from your contact manager for your selection.  It might appear as follows (may 
differ slightly depending on contact manager you are using).  
 



Chapter 3 ï Contact Manager Setup 
 

43 
 

 
 
From the above screen, you should select the desired field.  You may click on column 
headings to sort if that is helpful (some contact managers will display field names as 
text, others as numbers). 
 
When you have completed ŀƭƭ ƻŦ ǘƘŜ ŦƛŜƭŘǎΣ ŎƭƛŎƪ ƻƴ άƴŜȄǘέ ǘƻ ƳŀǇ ŀŘŘƛǘƛƻƴŀƭ ŦƛŜƭŘǎΦ 
 

 
For ACT! 
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for GoldMine 
 
Note:  If you are using GoldMine, there will be an additional field that can be mapped. 
¢Ƙƛǎ ƛǎ ǘƘŜ ά/ƻƴǘŀŎǘ bƻǘŜǇŀŘέΣ ǊŜŦŜǊǊƛƴƎ ǘƻ ǘƘŜ DƻƭŘaƛƴŜ ƴƻǘŜǇŀŘ ǘƘŀǘ Ŏŀƴ ōŜ made 
accessible from within HelpDesk if the notepad is mapped here.  When you have 
ŎƻƳǇƭŜǘŜŘ ǘƘŜǎŜ ŦƛŜƭŘǎΣ ŎƭƛŎƪ ƻƴ άbŜȄǘέ 

User Defined Field Mapping  

IŜƭǇ5Ŝǎƪ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ƳŀǇ ǳǇ ǘƻ ǎŜǾŜƴ Ψ¦ǎŜǊ 5ŜŦƛƴŜŘ CƛŜƭŘǎΩ ǘƘŀǘ ȅƻǳ Ŏŀƴ ŘƛǎǇƭŀȅ ŀƴŘ 
bring over to become a permanent part of the HelpDesk inquiry record . 
 
The screen appears as follows: 

 
Mapping is performed in the same way as previous sections.  ²ƘŜƴ ŘƻƴŜΣ ŎƭƛŎƪ ά{ŀǾŜέ 
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 Inquiry  Ȭ#ÅÎÔÅÒ 6ÉÅ×ȭ 4ÁÂ $ÅÓÉÇÎÅÒ 

(custom tabs not available ƛƴ ΨƭƛǘŜΩ ǾŜǊǎƛƻƴύ 

 

Overview of Tab Designer  

¢ƘŜ ƴŜǿ άLƴǉǳƛǊȅ ¢ŀō 5ŜǎƛƎƴŜǊέ ŀƭƭƻǿǎ ŎǳǎǘƻƳƛȊŀǘƛƻƴ ƻŦ ǘƘŜ ǘŀōōŜŘ ŎƻƴǘǊƻƭǎ ŀǎ ǘƘŜȅ ŀǊŜ 
seen in the center section of the open inquiry screen.   
 
You now have complete control of the order and sequence of the tabs.  You can also 
ŀŘŘ άŀŘŘƛǘƛƻƴŀƭέ ǘŀōǎ ǘƘŀǘ Ŏŀƴ ōŜ ŎǳǎǘƻƳ ŘŜǎƛƎƴŜŘ ǿƛǘƘ ŀ ōǳƛƭǘ-in screen designer. 
 

For Existing 3.x HelpDesk Users  ɀ Tab Designer  

The HelpDesk inquiry screen can look and act as it did before in previous versions while 
still allowing you to implement the advanced features as you see fit. 
 
If you are a current HelpDesk user, the new tab system allows you to do mainly two 
things. 

1. Change the order of ALL tabs, both the existing ones and any new ones that 
you can add. 

2. You can add NEW custom tabs, which essentially can replace the older 
ΨǎȅǎǘŜƳΩ ǘŀōǎ ƭŀōŜƭŜŘ ά±ƛŜǿ м ǘƻ ±ƛŜǿ оέ ŀƴŘ ǘƘŜ ƻǇǘƛƻƴŀƭ ά{ǘŀǘǳǎέ ǘŀō 
introduced in HelpDesk 3.x. 

 
Besides reordering, you cannot change any of the other tabs, except the ones 
mentioned in # 2 above. 
 

For New User beginning with version 4.0  ɀ Tab Designer  

LŦ ȅƻǳ ŀǊŜ ŀ ƴŜǿ ǳǎŜǊΣ ȅƻǳΩƭƭ ǿŀƴǘ ǘƻ ŀŘŘ άŎǳǎǘƻƳ ǘŀōǎέ ŀƴŘ ƴƻǘ ǳǎŜ ǘƘŜ ƻƭŘŜǊ άǎȅǎǘŜƳέ 
ǘŀōǎ ά±ƛŜǿ м ǘƻ ±ƛŜǿ оέ ŀƴŘ ŀƭǎƻ ǿƘŀǘΩǎ ŎŀƭƭŜŘ ǘƘŜ ά{ǘŀǘǳǎ ŦƛŜƭŘǎέ ǾƛŜǿΦ 
 
Recommendation:  If you are a new user, use the Ψ¢ŀō 5ŜǎƛƎƴŜǊΩ ǘƻ ǎŜǘ ǘƘŜ ǘŀō ƻǊŘŜǊ ƻŦ 
ALL of the tabs, but DO USE CUSTOM TABS to setup the View of contact manager and/or 
inquiry fields. 
 

Inquiry Center View Tab Configuration  

 
Click on the following option in Contact Manager setup screen: 

 



Chapter 3 ï Contact Manager Setup 
 

46 
 

 
 ̧ ƻǳ ǿƛƭƭ ǎŜŜ ǎƻƳŜǘƘƛƴƎ ΨǎƛƳƛƭŀǊΩ ǘƻ ǘƘŜ ŦƻƭƭƻǿƛƴƎ όŀƭǘƘƻǳƎƘ Ƴŀƴȅ ƻŦ ǘƘŜ ǘŀōǎ Ƴŀȅ ōŜ 
absent unless you turn them on by activating a feature elsewhere in configuration), as 
described below. 
 
 

 
 

Two types of tab controls  

 System Tabs 

 Custom Tabs 

System Tabs 

 
System tabs are all the pre-existing tabs that were available in pre HelpDesk 4.0 
ǾŜǊǎƛƻƴǎΦ  ¢ƘŜǎŜ άǎȅǎǘŜƳέ ǘŀōǎ ŀǊŜΥ 
 

 View 1-3 (allows mapping to up to 14 fields from contact managerΣ ƻǊ ΨƛƴǉǳƛǊȅ 
fields). 

 Intake Forms 

 Links 

 Time Logs 

 RMA 

 Contract Tracking 

 Status (6 user defined inquiry fields plus a memo field). 

 Tasks 

 History 
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Many of the tabs are optional, depending on whether you are using a particular system 
(such as RMA or Contract Tracking, etc.) or just whether you choose them or not (like 
the View 1 through 3 tabs). 
 
These system tabs can be edited in the same way as was done previously.  The main 
ŘƛŦŦŜǊŜƴŎŜ ƛǎ ǘƘŀǘ ƴƻǿ ȅƻǳ Ŏŀƴ ŀƭǎƻ ǊŜƻǊŘŜǊ ŀƭƭ ǘƘŜ ǘŀōǎ ŀǎ ǿŜƭƭ ŀǎ ΨǘŜƳǇƻǊŀǊƛƭȅΩ ǊŜƳƻǾŜ 
tabs that you do not want to display. 
 
Some tabs will be removed automatically by deselecting the feature (such as RMA, 
Contract Tracking, Intake Forms, and Task Management).  Deselect these major features 
and their corresponding tabs will also disappear. 
 

Custom Tabs 

 όŎǳǎǘƻƳ ǘŀōǎ ƴƻǘ ŀǾŀƛƭŀōƭŜ ƛƴ ΨƭƛǘŜΩ ǾŜǊǎƛƻƻƴύ 
 
 Ψ/ǳǎǘƻƳΩ ǘŀōǎ Ƴŀȅ ōŜ ŀŘŘŜŘ ǘƻ ǘƘŜ ǇǊŜ-ŜȄƛǎǘƛƴƎ ΨsȅǎǘŜƳΩ ǘŀōǎ ŀǎ ŘŜǎƛǊŜŘΦ  ¢ƘŜ 
advantage of a custom tab is that you can also use the built-in forms designer to arrange 
the fields as you choose, and adjust other characteristics as well.  That means you can 
get more fields on a tab than before, arrange them in any specific order or view, add 
ƳŜƳƻ ŦƛŜƭŘǎΣ ǇǊƻǾƛŘŜ άƭƛǎǘ ōƻȄέ ŎƘƻƛŎŜǎ όŎƻƳƛƴƎύΦ  [ƻǘǎ ƻŦ ǇƻǿŜǊΗ 
 
¸ƻǳ ƳŀȅΣ ŦƻǊ ŜȄŀƳǇƭŜΣ ǿŀƴǘ ǘƻ ǊŜǇƭŀŎŜ ǘƘŜ ±ƛŜǿ м ǘƘǊƻǳƎƘ о ǎŎǊŜŜƴǎ ƻŦ ǘƘŜ ΨǎȅǎǘŜƳΩ ǘŀōǎ 
with a custom designed one, or add a custom designed screen along with the original 
screen.  All of this is possible. 
 
Probably the best usage of the custom screens is to rewrite the View 1 through View 3 
screens on the earlier HelpDesk versions.  The previous view 1 through 3 screens were 
fixed format and only allowed 14 fields on each screen.  By designing a custom tab, you 
can rearrange the look and feel of the screen as well as put more fields on each form. 
 

Tab Order  

 
¢ƘŜǊŜΩǎ ŀ ōƛƎ ǘƘƛƴƎ ŀōƻǳǘ ΨǘŀōǎΩ ǘƘŀǘΩǎ ƴŜǿ ŀƴŘ that is that they can be arranged to 
appear in any order that you choose, mixing and arranging tabs in any desired order, 
ƳƛȄƛƴƎ ǎȅǎǘŜƳ ŀƴŘ ŎǳǎǘƻƳ ǘŀōǎ ŀƴȅ ǿŀȅ ȅƻǳ ŎƘƻƻǎŜΦ  ¸ƻǳΩƭƭ ǎŜŜ Ƙƻǿ Ŝŀǎȅ ƛǘ ƛǎ ƛƴ ǘƘŜ 
designer as you can drag and drop them to any position you choose. 
 

7ÈÁÔ ÆÉÅÌÄÓ ÃÁÎ ÂÅ ÐÕÔ ÏÎ Á Ȭ#ÕÓÔÏÍȭ ÆÏÒÍȩ 

 
Currently, there are three places from which you can grab fields to put on your custom 
tab.  They are: 
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 Contact Manager Fields 

 HelpDesk User Defined Fields in the inquiry record 

 Status Fields (6 fields plus a memo field) which are part of the inquiry record. 
 
 
 
Contact Manager Fields:   
These are fields from your contact manager (either external contact manager or the 
built-in stand alone contact manager).  You may select any of the fields that are 
ŘƛǎǇƭŀȅŜŘ ǿƘŜƴ ȅƻǳ ǇƻǇǳǇ ǘƘŜ ŦƛŜƭŘ ƭƛǎǘ ŘǳǊƛƴƎ ŦƻǊƳ ŘŜǎƛƎƴΦ  ¢ƘŜǎŜ ŀǊŜ ΨǿƛƴŘƻǿǎΩ ƛƴǘƻ 
your contact manager and will read the contact manager each time you view the form, 
and if the field is editable, will allow you to write information back to the contact 
manager when saving the inquiry. 
 
HelpDesk User Defined Fields: 
Built into the HelpDesk inquiry record are twenty (24) fields set aside for you to use.  
There are 10 character fields, 5 numeric fields, 5 date fields, and 4 memo fields.  You 
may select these fields to put on a form along with a caption.  These are fieldǎ ǘƘŀǘ ΨǎǘŀȅΩ 
with the inquiry and do not affect the contact manager fields.  
 
Status Fields: 
These fields were added to Version 3.1.  There are six fields set aside along with a memo 
field.  They remain part of the inquiry record.    
 
The original intent was that those who were using the additional HelpDesk feature 
άLƴǉǳƛǊȅ {ǘŀǘǳǎ tǳōƭƛǎƘŜǊέ ƳƛƎƘǘ ǿŀƴǘ ǘƻ ƘŀǾŜ ŀƴ ŀǊŜŀ ƻŦ ǿǊƛǘƛƴƎ Řŀǘŀ ǘƘŀǘ ǘƘŜȅ ƪƴŜǿ 
they were going to share with customers.  You will notice that there is already a fixed 
ŦƻǊƳŀǘ ƛƴ ǘƘŜ ΨǎȅǎǘŜƳΩ ǘŀōǎΣ ƭŀōŜƭŜŘ ΨǎǘŀǘǳǎΩ ǿƘƛŎƘ Ŏƻƴǘŀƛƴǎ ǘƘŜǎŜ ŦƛŜƭŘǎΦ 
 
Now, with the new tab designer, you can do a new form that has these values plus 
others, plus formatting it how you please.   If you do not use them in the way mentioned 
above, then use them like the other inquiry fields (HelpDesk user defined fields).   
 

%ÄÉÔÉÎÇ ÔÈÅ Ȭ3ÙÓÔÅÍȭ 4ÁÂÓ 

 
!ŎǘǳŀƭƭȅΣ ǘƘŜ Ψview 1 ς 3Ω ǘŀōǎ ŀƴŘ ǘƘŜ ΨstatusΩ ǘŀō ŀǊŜ ǘƘŜ ƻƴƭȅ ǘŀōǎ ǘƘŀǘ ȅƻǳ Ŏŀƴ ŜŘƛǘ ƻŦ 
ǘƘŜ ΨǎȅǎǘŜƳΩ ǘŀōǎΦ  ¢ƘŜ ǊŜǎǘ ǿƛƭƭ ŜƛǘƘŜǊ ōŜ ǘƘŜǊŜ ƻǊ ƴƻǘΣ ŘŜǇŜƴŘƛƴƎ ƻƴ ǿƘŜǘƘŜǊ they are 
selected as features in another part of HelpDesk configuration.  (You can alter the 
sequence of the tabs however.  More about that further on in this chapter.) 
 

View 1 to 3: 
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The View 1 ς 3 tabs, available on earlier HelpDesk versions as well, allow you to add up 
to 14 fields of your choice to a form (view).  If you are a previous HelpDesk user, editing 
ǘƘŜ ŦƛŜƭŘǎ ǿƛƭƭ ōŜ ŀƭƳƻǎǘ ǘƘŜ ǎŀƳŜ ŀǎ ōŜŦƻǊŜΦ  IŜǊŜΩǎ ǘƘŜ ǎŎǊŜŜƴ ōŜŦƻǊŜ ŜŘƛǘƛƴƎΦ 
 
hƴ ǘƘŜ ǎŎǊŜŜƴ ōŜƭƻǿΣ L ŎƭƛŎƪ ƻƴ ά±ƛŜǿ мέ ǘŀōΣ ǘƘŜƴ ŎƭƛŎƪ ƻƴ ά9Řƛǘ ¢ŀōέ button.  This will 
bring me to a screen where I will choose which fields to include and which slots to put 
them in.  ¢Ƙƛǎ ƛǎ ŀ ΨǎȅǎǘŜƳΩ ǘŀō όǇǊŜ IŜƭǇ5Ŝǎƪ пΦл ǎŎǊŜŜƴύΦ 

 
/ƭƛŎƪƛƴƎ ƻƴ ά9Řƛǘ ¢ŀōέ ōǊƛƴƎǎ ǳǇ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ǎŎǊŜŜƴ όŀƭǊŜŀŘȅ ŦƛƭƭŜŘ ƻǳǘ ƛƴ this example). 
 

 
 
Here we can name the tab ƛƴ ǘƘŜ ά¢ŀō /ŀǇǘƛƻƴέ ŦƛŜƭŘ ŀǎ ǿŜƭƭ ŀǎ ǎŜƭŜŎǘ ŀƴŘ ŘŜǘŜǊƳƛƴŜ ǘƘŜ 
nature of the fields to display.  Simply choose a slot between 1 and 14 and double click 
on it.  You will next see: 
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You first select the field type, either Contact Manager Field or Additional Inquiry Field 
(one of the 25 user defined fields described above). 
 
After selecting the field type, you then select the actual field by pressing on the άΧέ icon 
ƛƴ ǘƘŜ ǊƛƎƘǘ ǇƻǊǘƛƻƴ ƻŦ ǘƘŜ ŦƛŜƭŘ ΨCƛŜƭŘ aŀǇǇƛƴƎΩΦ  9ƴter the desired prompt, whether you 
want to be able to edit the field, and any additional field validation checking (making 
ǎǳǊŜ ƛǘΩǎ ŀ ǾŀƭƛŘ ŘŀǘŜΣ ƴǳƳŜǊƛŎΣ ŜǘŎΦύΦ 
 
Do this for up to 14 fields, the max number allowed on the system view tabs 1 to 3. 
 

Status Tab 

This is a fixed format tab that allows you to display on its own tab up to six fields plus a 
ƳŜƳƻ ŦƛŜƭŘΦ  /ƭƛŎƪƛƴƎ ƻƴ ǘƘŜ ΨǎǘŀǘǳǎΩ ǘŀō ǿƛƭƭ ŘƛǎǇƭŀȅ ǘƘŜ ŦƻƭƭƻǿƛƴƎΥ 
 

 
 
{ŜƭŜŎǘ ǘƘŜ ƭŀōŜƭǎ ŦƻǊ ǘƘŜ ŦƛŜƭŘǎ ȅƻǳΩŘ ƭƛƪŜ ǘƻ ǳǎŜΦ  .ƭŀƴƪ ƭŀōŜƭǎ ǿƛƭƭ ƪŜŜǇ ǘƘŜ ŦƛŜƭd from 
ǎƘƻǿƛƴƎ ǳǇ ƻƴ ǘƘŜ ŦƻǊƳΦ  wŜƳŜƳōŜǊΣ ǘƘŜǎŜ ŦƛŜƭŘǎ ŀǊŜ ΨƛƴǉǳƛǊȅΩ ŦƛŜƭŘǎ ŀƴŘ ǇŀǊǘ ƻŦ ŜŀŎƘ 
inquiry record. 
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!ÄÄÉÎÇ ÏÒ %ÄÉÔÉÎÇ ÔÈÅ Ȭ#ÕÓÔÏÍȭ 4ÁÂÓ 

 
You can have as many custom tabs as you like.  You can place them in any order that 
you like. 
 
¢ƻ ŀŘŘ ŀ ƴŜǿ ǘŀōΣ ŎƭƛŎƪ ƻƴ άbŜǿ ¢ŀōέ όǳǇǇŜǊ ƭŜŦǘ ŎƻǊƴŜǊύΦ  You will then be prompted 
with: 

 
 
{ŜƭŜŎǘ άbŜǿ /ǳǎǘƻƳ ¢ŀōέ 
 
You will then be prompted for the caption (name) of your tab as follows: 
 

 
 
/ƭƛŎƪ ΨhYΩ ŀƴŘ ȅƻǳΩƭƭ ōŜ ǇǊŜǎŜƴǘŜŘ ǿƛǘƘ ŀ ōƭŀƴƪ ŦƻǊƳ ŀǎ Ŧƻƭƭows: 
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You can add  ŀ ƴǳƳōŜǊ ƻŦ ƛǘŜƳǎ ǘƻ ǘƘŜ ǘŀōΩǎ ǿƻǊƪ ŀǊŜŀΦ  ¢ƘŜǎŜ ŀǊŜΥ 
άǘŜȄǘέ ƻǊ άŦƛŜƭŘǎέ ǘƻ ǘƘƛǎ ǎŎǊŜŜƴΦ  ¢ƻ ŀŘŘ ǘŜȄǘΣ ǎǳŎƘ ŀǎ ŀ ƘŜŀŘƛƴƎΣ ŎƭƛŎƪ ƻƴ ά!ŘŘ [ŀōŜƭέ 
then click anywhere on the form itself.  You are then prompted to enter the text 
desired.  You can then drag the text to wherever you want it on the form. 
 
¢ƻ ŀŘŘ ŦƛŜƭŘǎΣ ŎƭƛŎƪ ƻƴ ά!ŘŘ CƛŜƭŘέΦ  ¸ƻǳ ǿƛƭƭ ǎŜŜ ǘƘŜ ŦƻƭƭƻǿƛƴƎΥ 

 
 
! ŘŜǎŎǊƛǇǘƛƻƴ ƻŦ ǘƘŜ άŦƛŜƭŘ ǘȅǇŜǎέ ŀǊŜ ŀǎ ŦƻƭƭƻǿǎΥ 
 
Single Line Field Edit These are standard data fields, usually one line in length. 

Single Line Picklist Edit This is the same as above, but with the ability for you to 

add a ñpick listò to the field. 

Multiple Line Memo Edit  This is a multi line memo field. 

Caption (text) This is text that you want to use on the form, either 

associated with a field or just to use as a caption. 

Buttons There are two types of buttons.  

 

Thereôs a button that will ñdate/user/timeò stamp a memo 

notepad of your choice.  

 

 Thereôs also a button that can launch a program of your 

choice and pass parameters to that program, including 

contact manager or inquiry values.  

 
 
{ŜƭŜŎǘ ǘƘŜ Řŀǘŀ ǘȅǇŜ ŦǊƻƳ ǘƘŜ ŀōƻǾŜ ŎƘƻƛŎŜǎΦ  [ŜǘΩǎ ŎƘƻƻǎŜ άSingle Line Picklist EditέΦ 
 
You will see a form similar to the following (already filled out with our first value). 
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Lƴ ǘƘŜ ŀōƻǾŜ ǎŎǊŜŜƴΣ LΩǾŜ ǎŜƭŜŎǘŜŘ ǘƻ ƛƴŎƭǳŘŜ ŀƴ LƴǉǳƛǊȅ Řŀǘŀ ŦƛŜƭŘ όŦǊƻƳ ǘƘŜ нп ŀǾŀƛƭŀōƭŜύΣ 
ǘƘŜƴ ƛƴ ΨCƛŜƭŘ bŀƳŜΩΣ ǎŜƭŜŎǘŜŘ ŦǊƻƳ ŀ list the actual field I want to use, selected which 
tab order I want it to appear on the screen (i.e., when I press my tab key on the 
keyboard, what is the sequence of fields to follow).  I then decide if I want to allow it to 
be editable or view only and if I want it validated, and what type of validation is 
performed (blank values bypasses validation). 
 
Lƴ ǘƘŜ ŀōƻǾŜ ǎŎǊŜŜƴ ǿƘŜǊŜ ǿŜ ŜƴǘŜǊ Ψ¢ŀō hǊŘŜǊΩΣ ǿƘŜƴ ȅƻǳ ŎƘŀƴƎŜ ǘƘŜ ǾŀƭǳŜ ǘƻ ŀƴƻǘƘŜǊ 
number, it will force all other fields after it one number higher. 

Picklist  

{ƛƴŎŜ ǿŜ ǎŜƭŜŎǘŜŘ ǘƘŜ ΨǇƛŎƪƭƛǎǘΩ ŜŘƛǘΣ ǿŜ ŀǊŜ ǇǊƻƳǇǘŜŘ ǘƻ ǎŜƭŜŎǘ ŀ άǇƛŎƪƭƛǎǘ ƴŀƳŜέ ŦƻǊ ǘƘƛǎ 
ŦƛŜƭŘΦ  ό¢ƘŜ ŘǊƻǇ Řƻǿƴ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ǎŜƭŜŎǘ ŀƴȅ ǇǊŜǾƛƻǳǎƭȅ ōǳƛƭǘ ǇƛŎƪƭƛǎǘ ǎƻ ȅƻǳ ŘƻƴΩǘ ƘŀǾŜ 
to duplicate them.)    Note: if you want to duplicate picklist from your contact manager, 
ȅƻǳΩƭƭ ƘŀǾŜ ǘƻ ŀŘŘ ǘƘŜƳ Ƴanually when you configure the picklist in the HelpDesk 
program. 
 
The actual picklist values are built and constructed inside the HelpDesk program itself 
ŀƴŘ ǿƻǊƪ Ƨǳǎǘ ƭƛƪŜ ƻǘƘŜǊ ǇƛŎƪƭƛǎǘǎ ƛƴ IŜƭǇ5ŜǎƪΦ  ! ŦƛŜƭŘ ǘƘŀǘ Ƙŀǎ ǘƘŜ ƛŎƻƴ άΧέ ƛƴŘƛŎŀǘŜǎ ŀ 
picklist field. 
 
We then add a caption and tell the designer if I want the caption to be included on the 
screen with the field itself (recommended). 
 
Go through this for each field you want to add to the form.  Below is a finished screen 
that has been designed.  It has a combination of contact manager fields, inquiry fields, 
memo fields, and action buttons. 
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This form has a mixture of all three types of fields. 
 
¢ƻ ŜŘƛǘ ŀ ŦƛŜƭŘΣ ǎƛƳǇƭȅ άǊƛƎƘǘ ŎƭƛŎƪέ ƻƴ ŀ ŦƛŜƭŘΣ ǎŜƭŜŎǘ άŜŘƛǘ ƛǘŜƳέ 

  
and then edit the field as was done when adding it. 
 
You can drag either labels or fields around as desired.  Use the arrow keys for smaller 
ƳƻǾŜƳŜƴǘǎΦ  /ƭƛŎƪ ƻƴ ǘƘŜ ά{ƴŀǇ ǘƻ DǊƛŘέ ƛƴ ǘƘŜ ƳŜƴǳ ōŀǊ ǘƻ ǳǎŜ ǘƘŜ ƎǊƛŘ ǎȅǎǘŜƳ ŦƻǊ ƘŜƭǇ 
lining up fields and prompts. 
 
When done editing, cliŎƪ ƻƴ ǘƘŜ άhYέ ƪŜȅΦ 
 

Buttons  

.ǳǘǘƻƴǎ Ŏŀƴ Řƻ ǘǿƻ ǘƘƛƴƎǎΦ  ¢ƘŜȅ ŀǊŜέ 

 stamp a notepad with user/date/time information 

 run a program (and pass parameters 
 

Stamping a notepad 

Stamping a notepad is quite easy.  DƛǾŜ ǘƘŜ ōǳǘǘƻƴ ŀ ŎŀǇǘƛƻƴΣ ǎŜƭŜŎǘ άƳŜƳƻ ǘƛƳŜǎǘŀƳǇέΣ 
and from the dropdown, select from the memos that you have already placed on your 
screen.  See sample screen following: 
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Launch External Program 

With this button type, you can launch an external program and pass values from 
HelpDesk or from your contact manager.  You select a program to execute and if 
ŘŜǎƛǊŜŘΣ ǿƘƛŎƘ ǇŀǊŀƳŜǘŜǊǎ ǘƻ ǳǎŜΦ  tƭŜŀǎŜ ǎŜŜ !ǇǇŜƴŘƛȄ ά5Υ ¦ǎƛƴƎ ǘƘŜ LƴǉǳƛǊȅ [ŀǳƴŎƘ 
tŀŘέΦ  ¢ƘŜ ǇŀǊŀƳŜǘŜǊǎ ŀǊŜ ŎƻƴǎǘǊǳŎǘŜŘ ƛƴ ǘƘŜ ǎŀƳŜ ǿŀȅ ƘŜǊŜ ŀǎ ǘƘŜȅ ŀǊŜ ƛƴ ǘƘŜ άLƴǉǳƛǊȅ 
Launch PŀŘέΦ 

Arranging the Order of  the Tabs 

 
This is very simple.  Simply left click on the desired tab to move, then drag it either left 
ƻǊ ǊƛƎƘǘΦ  hǊΣ ȅƻǳ Ŏŀƴ ǊƛƎƘǘ ŎƭƛŎƪ ƻƴ ŀ ǘŀō ǘƻ ōǊƛƴƎ ǳǇ ŀ ƳŜƴǳ ŀƴŘ ǎŜƭŜŎǘ ŜƛǘƘŜǊ ΨƳƻǾŜ ƭŜŦǘΩ 
ƻǊ ΨƳƻǾŜ ǊƛƎƘǘΩΦ 
 

Adding and Removing Tabs  

 
You can remove ŀ ǘŀō ōȅ ǊƛƎƘǘ ŎƭƛŎƪƛƴƎ ƻƴ ŀ ǘŀōΣ ǘƘŜƴ ǎŜƭŜŎǘƛƴƎ άǊŜƳƻǾŜ ǘŀōέ ŦǊƻƳ ǘƘŜ 
menu. 
 
Removing Custom Tabs   
LŦ ȅƻǳ ǊŜƳƻǾŜ ŀ άŎǳǎǘƻƳέ ǘŀōΣ ƛǘ ƛǎ ƎƻƴŜ ŀƴŘ ƛŦ ȅƻǳ ǿŀƴǘ ǘƻ ōǊƛƴƎ ƛǘ ōŀŎƪΣ ȅƻǳΩƭƭ ƘŀǾŜ ǘƻ 
add it all over again in the screen designer.  Remember, you can never lose data as 
ǿŜΩǊŜ ƻƴƭȅ ǘŀƭƪƛƴƎ ŀōƻǳǘ ǊŜƳƻǾƛƴƎ ǎŎǊŜŜƴǎ ŀƴŘ ƴƻǘƘƛƴƎ ǘƘŀǘ ŀŦŦŜŎǘǎ ǘƘŜ Řŀǘŀ ƛǘǎŜƭŦΦ 
 
Removing System Tabs   
¸ƻǳ Ŏŀƴ ǊŜƳƻǾŜ ŀ ǎȅǎǘŜƳ ǘŀō ōǳǘ ΨǊŜƳƻǾƛƴƎΩ ƛǘ ǊŜŀƭƭȅ ƻƴƭȅ ΨƘƛŘŜǎΩ ƛǘ ŦǊƻƳ ǾƛŜǿΦ  LŦ 
desired, you can go back and re-add it.  Since the formatting is set in custom tabs, if you 
ǿƛǎƘ ǘƻ ΨŀŘŘ ƛǘ ōŀŎƪΩ ȅƻǳΩƭƭ ǎŜŜ ǘƘŜ ǎŀƳŜ ǎŎǊŜŜƴ ŀǎ ȅƻǳ ǎŀǿ ōŜŦƻǊŜ ǊŜƳƻǾƛƴƎ ƛǘ ŦǊƻƳ 
view. 
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System tabs may be removed if you eliminate a particular feature in other parts of the 
configuration.  For example, if you disable RMA or Contract Tracking, their tabs will not 
appear in the Tab Designer.  If you add that feature back, the tab will reappear, but at 
the end of the line for tab sequencing. 
 
Adding back a System Tab 
 
To add back a system tab that has been rŜƳƻǾŜŘΣ ǎƛƳǇƭȅ ŎƭƛŎƪ ƻƴ άbŜǿ ¢ŀōέΦ  LŦ ǘƘŜǊŜ 
are one or more system tabs that have been removed, you will see them as a selection, 
similar to the following screen: 
 

 
 
/ƭƛŎƪ ƻƴ ά9ȄƛǎǘƛƴƎ {ȅǎǘŜƳ κ tǊŜ-5ŜǎƛƎƴŜŘ ¢ŀōέ ǊŀŘƛŀƭ ōǳǘǘƻƴ ŀƴŘ ǘƘŜƴ ǎŜƭŜŎǘ ǘƘŜ ǘŀō 
desiǊŜŘΦ  Lƴ ǘƘƛǎ ŜȄŀƳǇƭŜΣ ƛǘΩǎ ƻƴŜ ƻŦ ǘƘŜ ǾƛŜǿ м ǘƻ о ǎŎǊŜŜƴǎΦ 
 
This will add back the tab but put its position at the end of the line (last). 
 
Tech Tip:  LŦ ȅƻǳ ǊŜƳƻǾŜ ŀƴŘ ǘƘŜƴ ŀŘŘ ōŀŎƪ ŀ ά{ȅǎǘŜƳ ¢ŀōέΣ ȅƻǳ ǿƛƭƭ ǎŜŜ ŀƭƭ Řŀǘŀ ȅƻǳ 
previously had in the tab.  HoǿŜǾŜǊΣ ƛŦ ȅƻǳ ǊŜƳƻǾŜ ŀ ά/ǳǎǘƻƳ ¢ŀōέΣ ƛǘ ǿƛƭƭ ǊŜƳƻǾŜ ŀƭƭ 
customizations.  You will need to recreate all custom tabs from scratch if you delete 
them.   
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Advanced Preferences 

 

 
Note:  Not all functions available for built-in Stand Alone contact manager. 
 
This section will vary according to the contact manager chosen. 
 

Contact Activities  and Notes 

 

 
 
 
Note:  Contact Activities is bh¢ ŀǇǇƭƛŎŀōƭŜ ǘƻ ά{ǘŀƴŘ !ƭƻƴŜέ IŜƭǇ5Ŝǎƪ. 
 
The purpose here is to write back varying degrees of information about open and closed 
inquiries to the contact manager, such as ACT!, GoldMine, TeamScope, Outlook, etc.  
How this is accomplished depends on the individual contact manager. 
 
CƻǊ !/¢ΗΣ ƛǘ ǿƛƭƭ ǿǊƛǘŜ άbƻǘŜǎ IƛǎǘƻǊȅέ ŀōƻǳǘ ŜŀŎƘ ƛƴǉǳƛǊȅ ŀƴŘ ǳǇŘŀǘŜ ƛǘ ŜŀŎƘ ǘƛƳŜ ǘƘŜ 
inquiry changes. 
 
CƻǊ DƻƭŘaƛƴŜΣ ƛǘ ǿƛƭƭ ǿǊƛǘŜ ŀƴ ŀŎǘƛǾƛǘȅ ǘƘŀǘ ŀǇǇŜŀǊǎ ǳƴŘŜǊ ǘƘŜ άtŜƴŘƛƴƎ ¢ŀōέ ǿƘƛƭŜ ǘƘŜ 
ƛƴǉǳƛǊȅ ƛǎ ƻǇŜƴ ŀƴŘ ƛǎ ŀǳǘƻƳŀǘƛŎŀƭƭȅ ƳƻǾŜŘ ǘƻ ǘƘŜ άIƛǎǘƻǊȅ ¢ŀōέ ǿƘŜƴ ǘƘŜ ƛƴǉǳƛǊȅ ƛǎ 
closed. 
 
NOTE:  ! ƴŜǿ ŦŜŀǘǳǊŜ ŦƻǊ !/¢ΗΣ ǘƘŜ άIŜƭǇ5Ŝǎƪ LƴǉǳƛǊȅ ±ƛŜǿŜǊέ ƛǎ ŀƴ ACT plug-in for 
ACT@ 2007-2008 that allows you to view in a grid format all open and closed inquiries 
from HelpDesk plus notepads.  See Appendix G.  The HelpDesk Viewer is a much better 
way to see the same activity than writing to notes history.  While you can do both, the 
IŜƭǇ5Ŝǎƪ ǾƛŜǿŜǊ ƛǎ ōŜǘǘŜǊ ŀƴŘ ȅƻǳ Ŏŀƴ ŎƘƻƻǎŜ ƴƻǘ ǘƻ ŎƘŜŎƪ ǘƘƛǎ ǎŜŎǘƛƻƴ ά/ǊŜŀǘŜ ŀ ŎƻƴǘŀŎǘ 
ŀŎǘƛǾƛǘȅ ŦƻǊ ŜŀŎƘ ƴŜǿ ƛƴǉǳƛǊȅέΦ  See Appendix G to information and to install the 
HelpDesk viewer for ACT! 
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Besides creating the activity/note, you can determine here just how much information 
you want to create in the contact manager by using the above settings. 
 
Create a contact activity 
for each new inquiry 
 

Checking this box will allow HelpDesk to create an activity 
in your contact manager when a NEW inquiry is started.   
 
Each time the inquiry is worked on in HelpDesk, the 
activity will be updated in the contact manager. 
 
Updated information will include inquiry number, status, 
date started, and information about the inquiry.   
 
For GoldMine:   When the inquiry is current, the activity 
ǿƛƭƭ ŀǇǇŜŀǊ ǳƴŘŜǊ ǘƘŜ άtŜƴŘƛƴƎέ ǘŀōΦ  Opening up the 
pending activity in GoldMine will display the inquiry 
notes.   When the inquiry is finished (resolved), the 
ŀŎǘƛǾƛǘȅ ǿƛƭƭ ŀǇǇŜŀǊ ǳƴŘŜǊ ǘƘŜ άIƛǎǘƻǊȅέ ǘŀōΦ 
 
For ACT!:    The inquiry information will appear as notes / 
history and will contain summary and or detailed 
information about  the inquiry. 
 

Extended Header 
 

Adds Product, Description, and Start Date/Time to the 
information stored in the activity. 
 

Original Problem Notes 
 

Adds Original Problem Notes  to the information stored in 
the activity. 
 

Resolution Notes 
 

Adds Resolution Notes to the information stored in the 
activity. 
 

User Defined Fields 
(status) Memo Field 
 

Adds the User Defined Fields (status fields) memo  to the 
information stored in the activity. 

Specify user name on 
activity as: 
(GoldMine only) 

This determines which User Name is assigned to the 
Activity created in GoldMine.  It can be either 
 
        GoldMine User ID, or 
        HelpDesk User ID 
 

Set Activity Time as: 
(GoldMine only) 
 

When an activity is created in GoldMine, HelpDesk can 
assign to the activity 
        Actual Time, or 
        Specific Time  
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Since it creates an activity in GoldMine, you may not want 
it showing up as part of a calendar entry during the day.  
¢Ƙƛǎ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ǎŎƘŜŘǳƭŜ ƛǘ Ψƻǳǘ ƻŦ ǘƘŜ ǿŀȅΦ 
 

 
 
²Ƙȅ ǳǎŜ Ψ/ǊŜŀǘŜ !ŎǘƛǾƛǘȅ ƛƴ /ƻƴǘŀŎǘ aŀƴŀƎŜǊΩΚ 
 
¢ƘŜ ōƛƎƎŜǎǘ ŀŘǾŀƴǘŀƎŜ ƻŦ ǳǎƛƴƎ ǘƘŜ ŀōƻǾŜ ŦŜŀǘǳǊŜ ƛǎ ǘƘŀǘ ƛǘ ƳŀƪŜǎ ŀǾŀƛƭŀōƭŜ ǘƻ άƴƻƴ-
IŜƭǇ5Ŝǎƪ ǳǎŜǊǎέΣ ǎǳŎƘ ŀǎ ǎŀƭŜǎ reps, information about the inquiry, and provides them a 
ΨƘŜŀŘǎ-ǳǇΩ ƻƴ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜ ƻǊ ǘŜŎƘƴƛŎŀƭ ǎǳǇǇƻǊǘ ƛǎǎǳŜǎ ōŜŦƻǊŜ ŎŀƭƭƛƴƎ ƻƴ ŀ ŎǳǎǘƻƳŜǊΦ 
 
 
 
 

Inquiry Auto Lookup  for ACT! 6 and GoldMIne 6 - 8 

 

 
 
This feature works only with: 
  ACT!  version 6  (not ACT! 2005 ς 2008, which uses a different method), 
  And GoldMine versions 6 - 8 
 
The inquiry auto lookup feature is very useful for HelpDesk users who also work in the 
contact manager and wish to first find the desired contact inside the contact manager 
before going to HelpDesk to process. 
 
LŦ ōƻǘƘ IŜƭǇ5Ŝǎƪ ŀƴŘ ǘƘŜ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊ ŀǊŜ ƻǇŜƴΣ ǿƘŜƴ ȅƻǳ ŎƭƛŎƪ άbŜǿ LƴǉǳƛǊȅ 
{ŜŀǊŎƘέ ƛƴ IŜƭǇ5ŜǎƪΣ IŜƭǇ5Ŝǎƪ ǿƛƭƭ ŀǳǘƻƳŀǘƛŎŀƭƭȅ ŘŜǘŜǊƳƛƴŜ ǘƘŜ ǊŜŎƻǊŘ ȅƻǳ ŀǊŜ ƻƴ ƛƴ ǘƘŜ 
contact manager and automatically link it iƴ IŜƭǇ5ŜǎƪΩǎ bŜǿ LƴǉǳƛǊȅ {ŜŀǊŎƘΦ 
 
You might typically use this for instances where you work mostly in the contact manager 
and when someone calls, you find them in the contact manager, go to HelpDesk, click on 
New Inquiry Search, and the proper contact is already linked and ready to use. 
 

Remote Control Feature  

! ŦŜŀǘǳǊŜ ŘŜǎŎǊƛōŜŘ ŀōƻǾŜ ό!ǳǘƻ [ƻƻƪǳǇύ ƛǎ ŎŀƭƭŜŘ άRemote Controlέ ǿƘŜƴ ǳǎŜŘ ŦƻǊ 
ACT! versions 2005 to 2009.   
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NOTE:  However, this feature is also contained in the HelpDesk Viewer for ACT! 2007 
through Act! 2009.  Please see Appendix G.  
 
Lǘ ǊŜǉǳƛǊŜǎ ŀ ǎǇŜŎƛŀƭ ƛƴǎǘŀƭƭŀǘƛƻƴ ŀƴŘ άǇƭǳƎ-ƛƴέ ŦƻǊ !/¢ΗΦ   
 
Instructions and installation files can be found on our on-line HotTips Knowledgebase.  
Go our web site, select Knowledgebase from the main menu, select version 3.2.1 or 4.0.  
¢ƘŜƴ Řƻ ŀ ƪŜȅǿƻǊŘ ǎŜŀǊŎƘ άŀǳǘƻ-ƭƻƻƪǳǇέΦ  ¸ƻǳ ǿƛƭƭ ǎŜŜ ŀ Ƙƻǘ ǘƛǇ ǿƛǘƘ ƛƴǎǘǊǳŎǘƛƻƴǎ ŀƴŘ 
two files to download. (±онмψv!лмлΣ ά!/¢ wŜƳƻǘŜ /ƻƴǘǊƻƭ !ŎǘƛǾŀǘƛƻƴ tǊƻŎŜŘǳǊŜΦ 
 
The purpose of this plug-in is to find a record in ACT! and then easily switch to HelpDesk 
ƛƴ ǘƘŜ άbŜǿ LƴǉǳƛǊȅ {ŜŀǊŎƘέ ǎŎǊŜŜƴ ǿƛǘƘ ǘƘŜ ŎǳǊǊŜƴǘ !/¢Η ǊŜŎƻǊŘ ŦƻǳƴŘ ŀƴŘ ǎŜƭŜŎǘŜŘΦ 
 

Company Level Mapping  

 

 
 
This feature works only with: 
  ACT! 2005-2008 
 
This feature allows users of ACT! 2005 ς 2008 to map their contact and center view tab 
fields to fields on the company level of their ACT! 2005 ς 2008 database, as opposed to 
just the contact-level fields that would otherwise be available. 
 
Allow mapping to 
company level fields 
 

Checking this box will allow you to map contact fields and 
center view tab fields to fields on the company level of 
your ACT! database. 
 

Require a company 
record link for each 
inquiry 
 

Checking this box will require that a company level exist 
for each contact in order to create an inquiry for that 
contact. If no company level exists for a particular contact, 
an inquiry will not be able to be created for that contact. 
This is especially useful if using contract tracking with 
mappings to the ACT company level. 

 

Re-linking an in quiry to a different contact record.  
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If you check this box, you enable the ability to use the re-linking function in HelpDesk.  
This feature will allow you to re-link an inquiry to a different contact record. 
 
You might use this in several examples.  First, there may be a broken link between 
inquiry and contact record (perhaps the contact record got deleted).  Secondly, it may 
be that you just linked to the wrong contact record in the first place.  In either case, 
ƘŜǊŜΩǎ Ƙƻǿ ƛǘΩǎ ŘƻƴŜΦ 
 
Start on the Current Inquiry screen and select the inquiry you want to re-link.  Then right 
click on the inquiry and select re-link contact. 
 

You are then taken to the normal New Inquiry Search Screen.  From 
here, you search until you find the new contact record that you 
want to link TO.   
 
After selecting a record, you will then see a Re-Link button which 
you should press. 

 
The inquiry is now linked to a new contact record.  The only thing 
that is changed in the inquiry is the Company Name which is 
updated from the new contact manager record.  Everything else 
remains the same. 
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Chapter 4 ɀ #ÕÓÔÏÍ ÆÉÅÌÄÓ ÁÎÄ ÓÃÒÅÅÎÓ ÆÏÒ Ȱ3ÔÁÎÄ !ÌÏÎÅȱ 
  
The choices "Manage Custom Fields" and Custom Fields Layout" are for Stand Alone 
only.  Tthese functions help you customize the fields and view of your stand alone 
contact manager. 
 

Manage Custom Fields 

 

 
 
Besides the standard fields, such as name, company, address, phone, email, etc which 
are built into the Stand Alone database, you can also add any number of fields to the 
contact manager as you wish.   To do so, click on the "Manage Custom Fields"  
 
 
You will be presented with the following screen. 
 

 
 
 The above screen already has some fields that have been added.  You can sort various 
columns by clicking on the column heading. 
 
The screen above is to Add, Edit, or Delete custom fields in your stand alone database. 
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If you are starting new, then you will see only two fields listed, Category and Product 
(you may delete these fields if you wish). 
 
To add a new field, click on the "Add" button and you will be presented with the 
following screen. 
 

 
 
Fill in the prompt for the field desired (14 characters), add the name of the database 
field name (no spaces or special characters... only letters and number and underline.... 
and up to 12 characters in length), select the type (character, number, date, or notepad 
(already a standard notepad built in, so only add if more required), and if a "character" 
type field, enter the field size in number of characters.   
 
Continue to add fields as your database requires. 
 

Custom Field Layout  

 
Now that you've selected the fields that will be used in your standalone database, the 
"Custom Field Layout" function allows you to determine just how they will be displayed 
in HelpDesk. 
 
There are approx 16 fields that come with your stand alone contact manager.  These 
fields are NOT editable and you cannot change them.  These fields are always presented 
at the top of the screen when showing a contact manager record. 
 
A sample record, as it will be displayed in HelpDesk might appear as follows: 
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You'll notice that there are two tabs showing in the bottom half of the screen, "Misc." 
and "Inventory".  These two tabs are completely user definable and you may also add as 
many tabs as you wish to further define the appearance of your database.  In this next 
section, "Custom Fields Layout", you'll decide what tabs you'd like to have and which 
fields will be assigned to each tab. 
 
 

Custom Fields Layout      
 
Clicking on the "Custom Field Layout" option, will bring you to a screen that will allow 
you to custom design both Tabs and Fields that will appear under each tab. 
 
Following is a blank screen, with no customization.   (Note:  If you turned on Contract 
Tracking, under Optional Features, it will insert its own contract tracking tab for fields 
automatically. 
 
Following is a blank screen with a default tab (which can be renamed). 
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First you should add the TABS ǘƘŀǘ ȅƻǳΩŘ ƭƛƪŜ ǘƻ ǳǎŜΦ  ¸ƻǳ Ŏŀƴ Řƻ ǘƘŀǘ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ǘƘŜ 

tƻǇ ƛŎƻƴ ƻƴ ǘƘŜ ƭŜŦǘ ƻŦ ǘƘŜ ǎŎǊŜŜƴ ά!ŘŘ ŀ ¢ŀōέΦ    (The one under it is to Edit a Tab). 
 
CƻǊ ƻǳǊ ŜȄŀƳǇƭŜΣ ǿŜ ŀŘŘ ŀ ǘŀō ŎŀƭƭŜŘ άLƴǾŜƴǘƻǊȅέΦ 
 
Now, click on that tab to make it active and we can begin to add fields to the screen. 
 

To add fields, click on the icon  on the left.  Then click on an approximate position 
on the screen.  A field list will appear as follows: 

 
 
¢ƻ ŀǳǘƻƳŀǘƛŎŀƭƭȅ ƛƴŎƭǳŘŜ ŀ ǇǊƻƳǇǘΣ ǎŜƭŜŎǘ ǘƘŜ άƛƴŎƭǳŘŜ ŀ ǇǊƻƳǇǘ ŦƻǊ ǘƘƛǎ ŦƛŜƭŘέ ƻǇǘƛƻƴΦ 
 

The bottom icon,  is a toggle to set on or off a snap-to grid to help you align fields. 
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Selecting several fields, your screen might appear as follows: 
 

 
 
Below is how it will look when viewing an individual record from within HelpDesk. 
 

 
 
 
 
Adding and Editing Contact Records 
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Adding or editing contacts will take place in the main HelpDesk application.  This will be 
ŘƻƴŜ ŘǳǊƛƴƎ ǘƘŜ ϦbŜǿ LƴǉǳƛǊȅ {ŜŀǊŎƘϦ ƻǊ ŘƛǊŜŎǘƭȅ ŦǊƻƳ ŀ ά/ƻƴǘŀŎǘǎέ ǘŀō ƛƴ IŜƭǇ5Ŝǎƪ 
(special to the Stand Alone version).   
 
More about adding and editing stand alone contacts in HelpDesk's Users Guide. 
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Chapter 5 - Users and Departments  
  
 
This section is to setup Departments and Users.  When assigning user rights, templates 
can be used to facilitate assigning rights to user groups.  
 
Each operator who uses HelpDesk must be setup as a User. 
Each user must be assigned to a Department. 
 

To access this option, click on Departments and Users link    to arrive at the 
screen below. 
 
The screen below shows an installation that already has departments (represented in 
bold font) and users within the departments. 
 

 
 

Adding or Editing  a Department  

 
To add a department, click on the Add Department.  To edit a department, click on a 
department and then click on the corresponding Edit Department.    
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You will see the following screen: 
 

 
 
 
Each department has a Department ID and a Department Name. 
 
You may also assign, if you like, a department email address, that of someone who can 
receive messages directed to the head of this department. 
 
Note:   If the user is assigned to a department, you may not delete it.   
 

Adding or Editing Users 

 
You may Add, Edit, or Delete users.  You can only delete a user if that user is not being 
used already in an inquiry contact record. 
 
From the previous screen displaying departments and users, click on the User you want 
ǘƻ ŜŘƛǘΣ ǘƘŜƴ ŎƭƛŎƪ ƻƴ ά9Řƛǘ ¦ǎŜǊέ ōǳǘǘƻƴ ƻƴ ǘƘŜ ǊƛƎht. 
 
Highlight and click on the entry to edit.   You are presented with the following screen. 
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CǊƻƳ ǘƘƛǎ ǎŎǊŜŜƴΣ ǿŜ ŜƴǘŜǊ άDŜƴŜǊŀƭέ ƛƴŦƻǊƳŀǘƛƻƴΣ ά{ŜŎǳǊƛǘȅ wƛƎƘǘǎέ ƛƴŦƻǊƳŀǘƛƻƴΣ ŀƴŘ 
ά9Ƴŀƛƭέ ƛƴŦƻǊƳŀǘƛƻƴΦ 
 
 

General Tab 

 
User ID Enter a User ID that will be used to identify this user to the HelpDesk 

program (the login user ID) 
 

 
User Name Enter the full name of the user. 

 
Supervisor If you want to assign this person as supervisor, then check this box.  

Being a supervisor gives one the right to most everything in HelpDesk 
regardless of individual user rights. 

 
Password 
 
(Change 
password) 

Enter a password that will be used to gain access to HelpDesk.   This is 
case sensitive (a blank entry is also valid).  
 
Note:  Password is limited to 8 characters.  Because password is 
encrypted, please DO NOT use characters other than letters and 
numbers.  
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Department Select from the drop down combo box a valid 
department that will be assigned to this user.   

 
Title Enter a title of the user (optional).   

 
Extension 9ƴǘŜǊ ǘƘŜ ǳǎŜǊΩǎ ŜȄǘŜƴǎƛƻƴΦ   

 
HelpDesk maintains separate fields to record the contact manager User Name and 
Password. 
 
If you are using an external contact manager, such as ACT! or GoldMine, you must enter 
a valid contact manager user name and password here.  This is required for HelpDesk to 
log into the contact manager to read and update information for use in HelpDesk. 
 
9ƴǘŜǊ ƛƴ ǘƘŜ ōƻǘǘƻƳ ǇƻǊǘƛƻƴ ƻŦ ǘƘƛǎ ǎŎǊŜŜƴ ǘƘŜ ŀǇǇǊƻǇǊƛŀǘŜ ǾŀƭǳŜǎ ŦƻǊ ά/ƻƴǘŀŎǘ aŀƴŀƎŜǊ 
/ƻƴƴŜŎǘƛƻƴέΦ  These fields are required if you are using an external contact manager. 
 

Contact 
Manager 
User Name 

Enter the User Name as it exists in your Contact Manager 
 
Note:  For GoldMine, it is usually a single user name.  For ACT!, 
ƛǘ ƛǎ ǳǎǳŀƭƭȅ ŀ ǳǎŜǊΩǎ Ŧǳƭƭ ƴŀƳŜΦ   

 
Contact 
Manager 
Password 

Enter the password as setup in your contact 
manager (or blank).  This is case sensitive.   

 
Test Contact Manager Connection:   Click on this button to test for a successful logon to 
your contact manager.  You must have the correct User ID and Password for your 
contact manager database that was selected earlier. 
 

Security (User) Right s 

 
Each user has RIGHTS.  Here we check what HelpDesk options the user will have rights 
to use. 
 
Below is the User Rights screen: 
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One option we have a button to Check All rights or another to uncheck all rights. 
 
[ŜǘΩǎ ƭƻƻƪ ŀǘ ǘƘŜ ǊƛƎƘǘǎ ǘƘŀǘ ŀǊŜ ŀǾŀƛƭŀōƭŜ ōȅ ƎǊƻǳǇǎΦ 

Inquiry Rights  

 

 
 

 
  

Inquiry Rights Desc. 
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Create New Inquiry Allows creating New inquiries 
 

Edit Inquiry  
 

Checking this box will check all boxes below.  Or, if any of 
the boxes that are part of this group are checked, this box 
will be checked as well. 
 
If you want to edit inquiries, check this box and then either 
check or uncheck the boxes below in the group as 
required. 
 

Reopen Inquiry for 
Editing 

If, after adding an inquiry, you want to provide the ability 
to reopen the inquiry for any sort of editing, this box 
should be checked. 

Edit Contact Notes 
 

Edit the notepad of the contact manager for the currently 
open inquiry.  Note: This is only available on certain 
contact managers. 
 

Edit  HelpDesk Notes 
 

Ability to edit Original Problem notes or Resolution notes 
previously entered.  Does not affect the adding of new 
notes.   
 
A user can always add new notes but this right controls the 
editing of previously entered notes. 
 

Change Inquiry Priority 
 

Ability to change the Priority of an inquiry. 

Change Inquiry Billable 
Status  
 

!ōƛƭƛǘȅ ǘƻ ŎƘŀƴƎŜ ǘƘŜ ŘŜŦŀǳƭǘ ΨōƛƭƭŀōƭŜΩ ŦƭŀƎ ƛƴ ŀƴ ƛƴǉǳƛǊȅΦ 

Refer Inquiry !ōƛƭƛǘȅ ǘƻ ŎƘŀƴƎŜ ΨƻǿƴŜǊǎƘƛǇΩ ƻŦ ŀƴ ƛƴǉǳƛǊȅ by referring it 
to another user or department. 

Finish Inquiry  Ability to Finish (resolve) an inquiry. 
 

Delete Inquiries Ability to Delete an inquiry 
 

View Inquiries Outside 
Department 

If this right is checked, then the user can browse, view, 
edit (if permission exists to edit) inquiries outside of their 
own department. 
 

Relink Inquiry !ōƛƭƛǘȅ ǘƻ ǳǎŜ ǘƘŜ άwŜƭƛƴƪέ ŦŜŀǘǳǊŜ ǘƻ ŎƘŀƴƎŜ ǘƘŜ ƭƛƴƪ ŦǊƻƳ 
the HelpDesk inquiry to the contact manager record. 

 


