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Chapter 17 Getting Started

Chapter 1 z Getting Started

Tele-Support HelpDesk

Users Guidé&/ersion4.0

This is one of two Tele-Support HelpDesk manuals. The System Administrat or 6 s cdBarsi d e
installation and program set up. Proper set up is essential for running this system well, and the
system administrator should take the time to follow the instructions and review this guide.

TheHel pDes k Us eoutines hasvueact screen is presented and best used by support
technicians, receptionists, and anyone using this program.

Installation I nstallation and Set up are co
Guide.
Support Technical support is provided BResource Dynamicsnc.

Support Hours are: (via voice, fax, email)

8:30 a.m. to 5:30 p.m. EST, Mon through Thu,
8:30 a.m. to 5:00 p.m. EST, Fri.

Fax: 727-367-8452

Sales: sales@resourceynamics.com 727-367-1020
Support: support@resourcalynamics.com 727-360-0533
Web: www.resourcedynamics.com
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Chapter 2 - Starting HelpDesk

Logon
In your HelpDesk program group (or on your desktop), you will see a HelpDesk icon as follows:

Click on this icon to start HelpDesk (the file name is HelpDesk$tea)

This progranwill automatically check that your version of TSHe is current and
will prompt you to apply any new updates that may have been applied to
server. That way, you will know that you are always current with the server.

HelpDesk requires a User IDdalRasswordo "Login". Upon startup, you will see the
following screen.

o Tele-Support HelpDesk @

1 Tele-Suppornt HelpDesk®
g Version 4.0.0.956

Licensed To

RDI

NS J Serial Number 2773
Artist: Claude Monet Number of Users: 1

User|d ‘| ‘ Password

l Login JI Cancel

(art work may vary)

User ID Enter your assigned HelpDesk user This is how
you will be known in HelpDesk.

Password Enter a password to be used for logging ir
HelpDesk.
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Login Exceptions

If the User Name that you enter does not exist, you will get a messHge User
Specified is not Valid"Reenter if correct user is known.

If the User Name is correct, but you get the message "ACT/GM user name and/or
password $ incorrect, then please consult with your administratofhe contact
manager user ID and password are incorrect and must be fixed by the administrator
in the HelpDesk Configuration setup.

Auto User on You may enter yar user IDin the shatcut that starts your

Startup (tip) HelpDesk pgram. Example:HelpDeskStart32.exe user
name. This will auteinsert your userD and require only the
entry of your password.

If login is successful, you will be taken into tmguiry Queue Screenthe starting
saeen for HelpDesk.

You will notice art work on your login screen with a link belowTihis artwork may
change from time to time Before entering the world of customer service and help desk

support, we offer the opportunity to visit an art gallery alern something about the
art work displayed, and RELAX.

Understanding the Terminology

In order to make things clearer, let's define a few common terms and the names of
screens.

You can refer back to this page while learning your way around the Sigjert
HelpDesk application.

MAIN HELPDESK SCREENS

My HelpDesk This screen displays an overview
HelpDesk for the logged in user. It disple
statistics, personal links, and access
various areas of HelpDesk

Current Inquiry Queue Each line repremts an inquiry that has



History (Closed)Inquiry
Queue

Contacts Queue

E-mail Queue (HelpDesk Post
Office)

Task Queue

New Inquiry Search

Open Inquiry

Time Record

Chapter 17 Getting Started

been started but not yet resolved.

Each line represents an inquiry that hi
been resolved and closed.

tKAa aONBSy gAff 2,
1 f 2y Sé @8 of AélpDexhland evel
then, displays only if selected to display
the configurations setup.

Shows inbound, outbound, sent, an
deleted emails (if using HelpDesk Po
Office option)

These are a lisof all tasks assigned t
users. They include tasks linked to .
inquiry and those linked to a user only.

Screen that you see when you choo
"New" inquiry button. This screen allows
you to choose which contact manage
contact to which you will link and if you
want to start a new inquiry, open a currer
inquiry, or reopen a close inquiry.

Show an open inquiry.Only one can be
open at a time.

Time is entered on this screen at the end
each session working on an inquiry (only
Time record keeping is turned on).
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Chapter 3 - Inquiry Queue Screen

When you launch Tel8upport HelpDesk, the first screen you see after login is the
either the My HelpDeskscreen or theCurrentinquiry Queue ScreenAfter viewing the
My HelpDesk screen, one normally goes to the Current Inquiry screen to begin work.

This screen displaysirrent (unresolved) inquiries.
This screen can shoall current inquiries, or just inquiries for you and your depaent,

depending on your display settings which you can contidu can also limit it to just
scheduled inquiries or inquiries holding on a phone line.

3 Tele-Support HelpDesk

File Inguiry Modules Reports Options Help

Cm @, eanEedh R = 8 B M-

1k My HelpDesk )/n':b Current ]/8 Histary ]/:4 Eail ]
Original Problem Motes Inquiry Resolution Motes
Alert | Inquig # | Start Date Company . Phqne , E -mail Pricrity Wwhaofwthat W hen Owner Contaf:t .
10189 8/18/2004...  Trader Depat +1 [310) 55... Gold-Low Onn TAB/2006 1., ALAN Michael ‘Wiggum ()
10187 8/18/2004...  Berkshire Fine Teas, Ltd. +44 (01234)... 432.349328@c..  Silverl.. ALAN tdr. Joe Bloggs
1-0180 E/29/2004...  Austin Industries +1 (813144 lawa®austincom  Sikver-L... ALaM Laura Bates
10171 B/AEA2004 .. Aussie Meats +61 (31823, Simon@resourc...  SibeerL... ALaM Simon Lazarus
10143 3/2/2004..  Austin Industries +1 (813144, sus@autzincom  Low ALAN Laura Bates
1-013 2/2/2004 .. Cooper Innz B55-9009 M edium ALaM Eob in Accounting
1-0130 /2202004, RDI +1 [F27) 36, alanEresource-..  Medium ALaM Alan Frankel
1 1/7/2004 ... Resource Dynamics, Inc. +1[212]55..  alan@resource-..  Siberl.. Oun FAE200612.. ALAN Alan Frankel
TEy 10104 1005200 Aussie Meats EEE-EEE-BEEE  suzi@resource-..  Medium ALAN Suzi in Maintenance
w 1-0101 F43/2003 . RDI +1 [F27]36..  alan@resource-..  Low ALAN Alan Frankel =
1-0096 FA/Z2002 .. Aussie Meats RAE-5R565 slicet@rsource-d..  Low ALaM Alice in T dept
10089 543042002, Aussie Meats +61(3) 823, laure@hatmail.c...  High (Dyp 9/20/20051...  ALAN joe
] 1-0024 FA042007...  Resource Dynamics, Inc. +1[212)55...  alan@rezource-..  Critical ALAN Alan H Frankel
1-0058 4/20/2000...  Bed, Breakfast & Beyond - ... +1 [216] B5... M edium oun 2A7/20061...  ALAN Fioger Yittario z
< il | >
ﬂ Uszer: ALAN [Alan Hill] --- Department: HelpDesk [HelpDesk) ‘wednesday, August 16, 2005 7:39:47 Abd

Menu and Icon Bar

Like most Windows programs, the icon bar at the top represents shortcuts to ofech

features. | 2 f RAy 3 @2dzNJ OdzNE2NJ 290SNJ |y FKobay gAff
complete access to all features in HelpDesk, you may usendrel bar located above

the iconbar.

Graphical Displayf Inquiry Summaryfor the Your Organization

10
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Tosee a graphical display of inquiries for ALL operators and All departments, click on the

color graphic icol & on the tool bar. This will provide a graphical display summary

F2N) 6KS RlIe&Qa FOGAGAGASA T2 NYouksh rogeNdel yAT | G A
graph around by rightlicking on the graph and moving your pointé&fou can zoom the

graph by leftclicking and dragging a zoom window around the desired area to zoom.

Viewing Inquiry Detail Information

On the bottom section of the maimdjuiry Queue screen is theurrent browse view of
open inquireqalso called the inquiry grid)This grid may also reflegtistory Inquiriesf
the history tab has been selected, delpDesk Post Offientries, represented by the-E
Mail tab if this optiom has been selected in HelpDesk configuration.

Above the browse view are notepads titlgdh NA IA VI f  t INPR f SWS 2 i &E k2
b2(Stakrds RAaALI F@ad (GKS O2yiSyda 2F (KS KAIKEA
and is meant to give you a view anthe highlighted inquiry detaiwithout having to

open the inquiry.

. 2dz Oy Ffaz2z WNRIKI OfAO1Q 2y |y AYyljdzZAiNE 4K,
performed on an individual inquiry (se€w A 3 K G / flated in this chapte? figra Q

details). (Note: If certain items are grayed out, check with your administrator to review

your user rights.)

Inquiry Queue Grid

Views - The actualfieldsrepresented in the grid, theiorder, and thesizehas been

defined in the HelpDesk Configuratisetupoptionsand are user definableThese are
NEFTSNNBRwsi@2HzaYiie &aStSOG | LINECRETWYRBRRWDARS 6
Yiew ‘:lggault v

combo box located just above the inquiry browse gi

You may alter the current viewor this work session onlyand maychange the column
order (by left clicking on a column heading and dragging to a new positioy). may
change the length of a field by left clicking and holding the column dividers and sliding it
either left or right.

Sorting Columns - Most columns ca be sorted by clicking on the column
heading. Clicking a second time will reverse the sort order of that coluifinis allows
you to easily find the earliest or latest entry by start date, sort by priority, or display the
information in whatever way isdipful to you in viewing and selecting inquiries.

11



Chapter 37 Inquiry Queue Screen

Grouping Entries - ¢ KS W/ dzNNBy (i L Y lindgirNFis®g @rid @A R 6 F f 3
the Known Issues grid) now has the ability arrange entries in Groups. And then, once
grouped, you can sort by any fiedd column that you wish inside of the selected group.

| SNBQa K2g AlG 62N]ao

5SOARS 4KAOK O2fdzvYy @2dz ¢gAaK (2 WIAINRIZLIQO®D !
column header to display a menu that appears as follows:

%J, Sort Ascending
EJ, Sort Decending

Group By o A
/I £ AO] 2y WD NRwzdd wilkted appear 228lzZNJ Yy S

follows, with each group collapsed and the total records in
each group listed.

Femowve This Column
&dd Column k

o’

| SNBQa 'y SEIFYLXS 3INRBIZISR o { G G dza

Current Inquiries g i on

Alert | Flag ' Inguing... | Prionty | Owner | Statug 2 Start Date
Statuz = Kl-waiting (1 recaords)

Statuz = Mew [5 records)

Statuz = Req Files [1 records)

Statuz = Rezearch (1 records)

Statuz = SBC [11 records]

Statuz = Tech [4 records]

Statuz ='W-Graphon [1 records]

Statuz ='W-Reply [23 recordz]

9 O Y g S O o O

/] £tA01 2y lyeée aLXdzaé A02y (2 SELIYR (G(KS 3INERB
simultaneously.

Once youhave grouped a column, you can then click on a column heading to sort
(within the group) by the seleet column either ascending and descending the same
way you would without any groupin@is

2 KAfS INRAzZLISR @2dz Ol y WNARIKAKOIOf AW @ 2iyf I 1WRS
Of 2aS dzLJ GKS 3INRdzLIAy3Ia 62N GKS Cc 1S&uv 2NJ
groupings (or the F8 key).

¢2 3ISG NAR 2F INRPdzZLIAY3IZ NRIKG Of-ANR dRIGDPl y& C

12



Chapter 37 Inquiry Queue Screen

Inquiry Grid Data - Some of tle columns are self explanatoryFollowing is a
description of fields that require a brief explanation.

Alert This column will either be blank or contain ¢
auto-assigned system flag (icon)The most
common use for this is dellows:

If an inquiry is referred to another user, then th

. field is automatically set with a small red d ®
This dot will remain until theassigned usel
(owner) has opened the inquiryThis is useful to
1Y26 o6KIFG AYyljdzZANRSE |
read or for a supervisor to quickly see all inquiri
GKFGO KIFI@SyQid oSSy 2LIS
the call.

é:f;

If an inquiry has a new link of some type, such &
linked document, graphic, or inbound emairhe

icon will look as follows W

8y If the inquiry has both traits, i.e., has bee
referred and has a new file linked to it, an ico
with both a link and red dot will appear &
follows: '&
If the inquiry has a new Intake Form, then this ic
will appear. Like the icons above, it can appan
combination with the other icons.

Inquiry # Displays the auto generated inquiry #AVhen
searching or going to an inquiry, you can drop t
hyphen that is part of an inquiry number if
begins with "1" as well as any leading zeros.

Start Date Depending on how you have this column size
you will only see the date the inquiry we
started. If necessary, you can widen the colum
even temporarily, to also show treart time.

13



Owner

Priority

Chapter 37 Inquiry Queue Screen

This is the currently assigned HelpDasgder or
departmentwho has responsibility for this inquiry.

This is the currently assigned priority of tt
inquiry. In HelpDesk configuration, each priori
may be defined and represented by a unique co
scheme. Priorities may be manually changed !
may automaticall change according to a use
defined escalationscheme as defined in HelpDe:

configuration.

Who, What, When

82 ALaN

3 02/03/2004 12:30 AM

(D 02/03/2004

This field has several uses.

Inquiry is Open

If the inquiry is OPEN and being worked on b
user, an icon representingpeople’ with the
owner's name beside it will appeaAn inquiry can
only be opened in 'read only' mode if another us
has the inquiry open.

The icon will ook as followeS2 ALAN

Inquiry is Scheduled

Inquiries may be 'scheduled' for a call back a
given place and time See section titlec
"Scheduling” for more details

If an inquiry is scheduled for a future date,
appears as follows: %= 02/03/200412308M . When
it becomes overdue, it appears ¢
follows: ﬁonﬁvgrDue: 25 Minutes

Inquiry is in Wait status

Inquiries may be put on a 'waistatus while you
are waiting for the customer to call you baSlee
section titled "Scheduling" for more detailsf it is

in a ‘'wait" status, it will appear a
follows: @ 02/03/2004 | the 'wait' status is over

due, then it appears as follow: ' upl1/31/2004

14



Line

Line only

Flag

¢ KSNB
are.

NS

Chapter 37 Inquiry Queue Screen

If used, this represents the phone lin
extension on which the customer i
holding. You can easily change or free tr
field by right clicking on the inquiry an
OK22aAy3a GKS aLK2yS

Line only - You will notice a chécbox just
l62@S 0dKS A Y lj dzA N2
2 Yy t Elidkihng the check box will limit th
display to only inquiries that have a value
0KS WiAySQ FASEtRI
who are holding on the phone line
[] Hide Waiting

[] Line Only

In additionto the auto assigned flags, ther
are a number ofiser definedlags that can be
set and used to mark the inquiry in one we
or another. These manually assigned flags &
only cleared by manually clearing them.

User defined flags can be set by rightkiing
on the inquiry in the inquiry queue an
selecting the Flags option or by selecting t
Flags button on the Open Inquiry screen.

One of the sample flags is as follov®

I S 20 KSmisétbatiahaul® fedpdinteauy. TheyK S

15
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Refresh

Hide Waiting

Chapter 37 Inquiry Queue Screen

In the HelpDesk configuration, a refres
frequency has been defined. Refresh
SaaSydAalffte WdzJRFGSa
WNBRAtYS @I fdzSaqQao

You may wish to click on the refresh button
make sure that all items are updatexh your
AaONBSYys> SaLISOAlLIfte |
NEFfSOGa WAT |y AYl]
a2yYS2yS SftasqQo

Do not perform a manual refresh unless y«
have a particular reason to do so as it w
cause unnecessary reading of inquiries over -
network.

The inquiry grid will refresh automatically upc
returning from an open inquiry, so give it a fe
seconds and it will do so on it's own.

Checking this box will hide all inquiries that a
LINBaSyaGte aSa G2 w2
the current date and time.See section titlec
G{ OKSRdzZf Ay3¢ F2NI Fdz
[ Hide W aiting

[ Line Only

16



Chapter 37 Inquiry Queue Screen

Just above the inquiry grid on the right, yc
Display Drop- will see a drop down combo box title
down 45L{t [The éudpose of this is to
determine what inquiries will appear in you
inquiry browse grid.

DiSpley Al Inquires |
My Inquiries
All Inquiries All Inquiries- Displays all inquiries in the gric
Scheduled or by
User

My Inquiries- Displays all inquiries that ar
assigned to your User ID and to yo
Department.

User ID- If a User ID is listed here, then on
inquiries with that specific User ID at
displayed. Departmental assignments wilbt
be listed.

Department ID- Displays all current inquirie:
for a particular department.

Scheduled - Shows only inquiries thatra
scheduled. This will display schedule
inquiries forall users and all departments.

Note: Not all 'right click’ options may be available to all ust
depending on "user rights"If you have any questions
please see your Help Desk administrator.

Working from the Inquiry Queue Screen

TheCurrent InquiryQueueis the hub of the Tek&Support HelpDesk program.

From this screen, you can:

Start Newinquiries

Open existingurrent Inquiries
Reopen Historynquiries

Send Email,

Run Reports

geeee
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Chapter 37 Inquiry Queue Screen

w Use HotTips knowledgebase
w Search other Inquiries for research purposes....
plus many other functions.

[ SGQa 221 G a2YS 2F (GKSYO®

Opening a Current Inquiry from the Current Inquiry Queue

Often when working from the Current Inqui@Queue, you will want to select one of the
listed inquiries to open so that you can work on it.

You can do this by

a) | AIKE AIKGAYT GKS AYyIldZANRET GKSy Of AO01A
bar, or

b) Double clicking on the highlighted inquiry, or

C) Clickinglnquiry, Open from the Menu Bar (inquirlias been selected on
grid), or

d) RightOf A O1 GKS AYyIldzZANE YR &aStSOGAYy3 WwWhlL
If there are no system messages. (regarding contracts expired or about to expire), you

will be taken immediately to an Open Inquiry scredfrom here you camwork on the
inquiry as required.

View and/or Re-Open a History (Finished) Inquiry

In order to view the History (closed) inquiries, press on the "History"” tab on the main

. 5 | £7] History | % i
Inquiry Queue screen . -4rent] £ Histoy | & EMail

Below is a full view of a History Screen

18
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Y€ Internal RDI HelpDesk

File Inquiry Modules Launn:l'k Reports  Options Help
e 0, aRBESS A P R ]

;1 Cunent.j £ History |& EMail
Original Problem Motes

Resolution Problem Notes

[ ADMIN *= Jun 5, 2001 at 02:03 PM \

i""" ALAN == Feb 2, 2004 at 06:29 PM
Problem loading initial installation. version 5.5

ilhis is how complete

"""‘ ADMIN = Jun §, 2001 at 02:03 PM
‘ suggested they reinstall. Worked.

>

|Allinquiies [
Date Range Quick Filter
From: |01/26/2001 v| Io: [02/02/2004 v| | Refesh where: | Company v| [Begnswith v/
Inquiry = Start Date Assigned To | Company Contact Description Cate... ' Product Finished On |
1-0043  04/17/200.. ALAN Med Resorts Dan Floyd INSTALL STS 06/27/2002 ~ |
10054 04/20/200.. ADMIN Aussie Meats Laura Gardias MEMORY TSHD-G 04/20/2001 ’
10055  04/20/200.. ADMIN Aussie Meats Simon Lazarus ACCESS VIOLATION TSHD-G 04/20/2001 |
1-0056 04/20/200.. ADMIN Sams Groceries, |...  Tony Passaquale WINDOWS TSHD-G 04/20/2001
10060  05/07/200.. ADMIN Aussie Meats Laura Gardias INSTALL TM35 05/07/2001
1-0067 | 02/02/200... | ALAN Big Chuck Diners | Ms. Heather Wills MEMORY low MESOLA 02/02/2004
10068  06/05/200.. ALAN Pat Fojas Huffman email Custom PROG 02/02/2004 |

<

User: &LA&N [lan Frankel) --- Department: HelpDesk [HelpDesk)

Monday, February 02, 2004 06:44:48 PM

.

When you core to this screen for the first time during this HelpDesk session, you will

have the following default settings:

a) Date range equal to the 'past 7 days'
b) A display of "YOUR' inquiries only (your name as the last owner)

Change either of the above 8uit your needs to find the record you may be looking for.

Grouping Entries

This works exactly the same as with the Current Inquiries grid. See Grouping Entries

SIENIASNI AY (KAaA

Quick Filter

In addition to date and oner, you may use the "Quick Filter" to easily narrow and find

the desired record.

The quick filter looks as follows:
Quick Filter

Where: lCompany vJ [BeginsWith VJ “ }

1T 1T 1 ]

field to search  type of search search value

19
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Chapter 37 Inquiry Queue Screen

To use the Quick Filter, you may change the value offitlé to search(using a drop
down menu of choices) and thgpe of searci{again using a drop down menulastly,
start typing the value with which to searchAs you type the filter will take dfect,

character by characterlt is very fast and very efficient.

Re-Open a History (Finished) Inquiry from the History Queue
' Cunent} = History iy EMail

By selecting the History tab, you may select a history inquiry and reoperhelp in
choosing the right inquiry, you ivisee both inquiry notepads in the panel above the
inquiries. Also, the Quick Filter may be used to quickly target and find the desired
History Inquiries.

a) Double clicking on the history item, then confirm you wish to reopen, or
b) WAIKG Ot A0l 2y Al YR OK22aS WNB2LISYyQ

Finding an Inquiry via Search

There are many times when you will need to find an inquiry, either current or history,
but do not know the exact inquiry number or the inquiry is not réadisible on the
screen.

To locate an inquiry in HelpDesk, use #&lDfunction. It can be activated by clicking

2y GKS U A Jory tReQoolha®O@ yia the menu bamquiry, Find. Below is the
FIND INQUIRY screen.

20
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Y% Find Inquiry

| Closed Inquiry ... Contact Company Description Pho
Field to Search ‘ Company v v 1-0010 Simon Lazarus Aussie Meats BILLING ~
1-0028 Laura Gardias Aussie Meats WINDOWS email
SgarchFor |ausd Bl s 100>  Sionlwaus | AmsioMesls | INSTALL
Look In v/ 1-0054 Laura Gardias Aussie Meats MEMORY
©al - OCurent O History v 10055  Simonlazaus  AussicMeats  ACCESS VIOLA..
Dated Between v 1-0060 Laura Gardias Aussie Meats INSTALL
F;om“:]j 1/25/2004 v “ 1-0080 Laura in Accoun...  Aussie Meats email bad memo...
=2 1-0085 Laura Gardias Aussie Meats email not working
To “:] J2¢172004 v i v/ 1-0087 Laura Gardias Aussie Meats speediing on the...
1-00839 joe Aussie Meats eror 1101 odbc ...
O Today O Past Month 1-0092 Alanin the back... Aussie Meats odbc memary err...
1-0093 Alice in T dept Aussie Meats
O Yesterday O Past Year 1-0096 Alice inIT dept Aussie Meats odbc memory err...  —
O Past Wesk v 1-0087 Mary in accounti...  Aussie Meats v
| £ * >
Dpen ] [ Cancel

To find an inquiry, makentries into the following fields.

Field to ¢K7\é“ £t f 206a g2dz G2 2
Search AYRSESR TAStRazZ A Ygert
5STAYSRE 0 Below is TaA sarhpieas
choices.
{Company v
N
Country 3
Created On
Current Operator
Description
EMail
Fax
Finished By D
Value This is the value to use for the searchhesearch
Ad LISNF2NXYSR aia O2yi
text string anywhere in the field bein
searched. The search is NOT case sensitive.
Look In Choose between ALL inquiries, CURRENT inqu

or HISTORY inquiries.
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Date You may limit the selection according to dat
Between requiring that the start date of the inquiry be in
given date range.

From/To LT (KS WFNRYQ RIFIGS o2

begin at this date.If unchecked, the beginnin
date will be at the earliest date gsible.

LF GKS wi2Q RIGS 062E
at this date. If unchecked, the ending date will b
4G WwG2RIF&2QaQ RIGSO

You may use the date select check boxes at
bottom to help you quickly enter a desired da
range.

Once you havenade all choices, click on the SEARCH button to perform the search.

Found inquiries will be listed and the first column will indicate if they are open or closed
(if you chose ALL inquiries).

You may open one of the listed inquiries by either double idgckn it or by highlighting
it and clicking on th©PENbutton.

GO TO T When You Know the Inquiry Number

Another way to find and retrieve an inquiry is when you know or are given the inquiry
number. Many companies give that information to callersuse when they call back.

If this is the case, click on the GOTO iolor access the GOTO function from the
menu bar undeinquiry,Goto. The GOTO screen is shown below.

If the inquiry entered is found, the found inquiry is automatically opened.

'€ Goto Inquiry

Goto Inquiry # |

| ok || JCanceI |

22
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Note: You do not have to enter hyphen in the inquiry numbg&xxample:to find inquiry
1-1555,you could just enter 11555.

ORi ght

Clickd Options from

the Current

Open
New
Delete

Goto

Refer
Schedule
Phone Line
Print

Links

Time Log
Flag

Inquiry Queue. These options are

w Open Or Delete highlighted Inquiry
w Create New Inquiry

w Go To an Inquirysing Inquiry #

w Referan Inquirythat is highlighted

w Change phone line of highlighted inqui
w View Time Logs for highlighted Inquiry
w Set Inquiry Flags

w Print highlighted inquiry

Some options found in on the menu or icon bar are
also availle by right clicking on an inquiry in the

w Schedule, Wait, or Ese& highlighted Inquiry

ry

Note: Depending on your assigned user rights, some options may be grayed out and not

available.

A complete description of the above follows:

Right Click Options

Open Inquiry  Opens the highlighted inquiryWWhen you have the

New Inquiry

AYldzZANE 2LSy> AG Aa a
else can open the same inquiry for editing.
To start a new inquiry. Opens the New

Inquiryscreen to connect to your contact manag
contact. This option works the same as tfr
Inquiry, New option from the Telé&upport
HelpDesk main menu.
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Delete Inquiry Deletes the highlighted inquiry and associatede

GoTo

Refer

Schedule

Phone Line

Time Log

records as well as records from the LI
database.Choosing to do this will warn you of tii
records that may also be deletedrou must hav
the proper security rights to do this.

Will open up the highlighted inquiry.

This option woks the same as Refen the Open
Inquiryscreen. It is included here so that
manager can easily shift an inquiry from ol
operator to another without actually opening thi
inquiry. This feature allows you to-gdlocate the
inquiry load when inquiries atk up for a certain
department, while another department is idle.

As with Refer, this option enables a manage
quickly schedule an inquiry for call back or to
the inquiry in a Wait status without actually open
it.

If aperson who was holding has hung up, or if t
called again on a different line, this option enal
@2dz 02 j dzA O1 t & OKI y 3
without opening the inquiry.

The Time Logntry will only show if you have Tim
Log selected in TeSupport HelpDesk Setup. Tin
logs are time entries made every time someo
works on an inquiry.These logs give an accura
accounting of the exact time spent by everyol
who works on the inquiry.The Time log screel
shows a grid of all time log ends in datetime
order as well as the corresponding notepads frc
the inquiry record. These time logs are for reac
only purposes and cannot be edited whe
accessed from the inquiry queue.

Being able to see the Notepads allows you
easily look into all otepads of the inquiry without
opening up the inquiry.
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Flags Users may assign manually a flag to denote
condition of your own choosingFlags may be
accessed and assigned from this optidgse them
however you may wish to indicate somethir
special &out an inquiry. There are seven differen
colored flags that may be assigned.

Open

New

Delete

Goko ¥ SetFlag 1 (Red)
¥ Set Flag 2 (Yellow)

Refer

Spiae ¥ Set Flag 3 (Green)

Bhora s ¥ Set Flag 4 (Cyan)

Print ¥ SetFlag 5 (Blue)

Links ¥ Set Flag 6 {Grey)

Time Log ¥ Set Flag 7 (White)

Clear Flag

Print Used to print a built in printout of the highlighte
current inquiry.
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Chapter 47 Adding a New Inquiry

Chapter 4 - Adding a New Inquiry

Whenever a client calls for help, the call is loggew ithe HelpDesk system as an

a Ly lj dB&nNdgudirgd record is created for every call, to track the call until it is
completed. While a contact may have more than one inquiry current at one time, each
inquiry only belongs to one contact.

As an example, yoreceive a call from a customer needing assistance. You will click on
the NEWinquiry icon from the Menu Icon Bar as shown from the main InqQurgue
Screen below:

File Inquiry Modules Launch Reports Options Help
B @I/, NBRBOSG M B SR
=i Burrent %_] History ;:’_‘ EMail

Inquiries Total for Al Inguiries Logaged In
Current 18 Current 33 Operators 1
Started Today [0 Started Today 0 Departments 1
Finished Today 0 Finished Today 0
~ [JHide Waiting
' * [ Line Only
| Alert Inquiry # ' Star... + | Dwner Priority ' Who, What, \When C

or, you may choosiquiry,New from the menu bar.

This will take you to the New Ingy screen where you will next lookup and find the
company or organization in the contact manager of the person calling.

The New Inquiry Screen

TheNew Inquiryscreen is where you will find the contact in the contact manager with
whom you are working.Shown below is the "New Inquiry" screen as it first appears,
with no names listed in theofm.
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Chapter 47 Adding a New Inquiry

Y& NEW INQUIRY E]@

Search

’ H Search I Contact Information

Name

Using Method ’ Beains With v ‘

Field to Search | Company v ‘

Phone i Fax ]

|
Company L
1
l

EMail

Userl

City | |stae]  Jz| |
|
\

User2

Company Contact Phone City State Department Address

|~
|

[ Cancel ]

Note: Depending on the contact manager to which you are connecting, there
will be slight differences in a few of the features presentedhose differences
are noted below.

New Contact / Edit Contact (Stand-Alone Only)

Note: For StandAlone Contact Manageryou will see two extra buttons just
above the grid display of names as follows:

[Hew Contact ‘ [Edit Contact ]

Use these two buttons to either add a new contact to the standalone contact
manager, or to edit the currently selected contact listed in the contactsag the
bottom of the screen.

{SS /KFLIWISNI my> a!aAiAy3a GKS {GFryR 't2yS [ 2
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Company Record Selection (ACT 2005-2009 Only)

Note: For ACT 200% 2007 Contact Manag&r A F aO2 YLl y& f S@St

enabled in the Helpdesk contact managelvanced options, you will see an extra
odzii2y 2dzad G2 GKS tSFT4G 2F GKS GONBIGS yS

O New Inquiry _ ||:||1|
Search \k Current

depart | h T ‘ Contact Informatior

Mame | Christy Teague h |
Uzing Method | Cantainz - | -
Cormpaty |EII|0tt's Departrnent Store |
Field to Search |E0mpany - |
Phone | | Fax| |
E-mail | . teague@izconsult.co.uk. |
2 record(s) Returned. |:| |:|

Serial Numb4 |
Category | |

Company Contact E-mail FPhone

Elliott's Diepartment Store Chrizty Teague

Elliatt's Drepartment Store Homer Elliott

J | B

Select Linked Company | | Create Mew [nquirs | | Lancel |
| Select Linked I:Dmpanyi.
|
When this button is clicked, the following screen will

appear, allowing a user to select the company record that should be used in
assocaation with the ACT contact record, as contacts can be linked to multiple

companies in ACT:
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Select Linked Record x|

Company Field | Yalue |

Saetteroni's Carmparty Elliott's Department Stare
#Ace Pet Store IDy{Status

Address 1 P.C. Box 777

Ciky Heaven

State HI

Phone

Country LsA

SIC Code

LJ OF J |x Cancel |

In this case, the selected contact, Christy Teague, is associated with four
O2YLI yASad Ly (G(KS SEIFIYLXS 06208 6S 6Aff
the dchosen company. This means that any compkawel mappings used in

| St 1LI5Sa] F2N) GKAA AYyIldzZANE gAftft 0SS YI LILISFK
company in ACT.

Database to Use (GoldMine and TeamScope Only)

Choose the database where you want to look foe contact. Most likely, this will
already be set with your default databasén most cases, you will only be using one
database.

Note: This applies to GoldMine arficcamScopenly. Act! will use the database
selected during installatign

For StanéAlone, the internal contact database will automatically be used.
Use theDatabase to Usdrop down box to make a choicéf you always use the same

database, you will not have to change this value as it will always have the last database
value used.

Fidd to Search
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Here you may choose the index, or lookup field, that you wish to use to search the
contact manager database.

With GoldMine

You can choose between the company, contact name, phone, or any of the user
defined index fields in GoldMine.

Thereare three ways you can search for a record:

1. Search for a field you select that BEGINS WITH the value you
enter, or

2. Search for a field you select that CONTAINS the value you enter,
or

3. Search ALLiefids that CONTAIN the value you enterar(es

according to contact manager).

The drop down where you make this selection appears as follows:

| Contains (Al Fields) 4

Begins With
Contains
Contains (&l Fields]

By default, BEGINS WITH is selectédjual to means that a search
matches your search value left to riglor the number of characters you
entered as a search valug@he search igot case sensitive.

Using the CONTAINED IN search will select records that have the search

characters ANYWHERE in the field, not just beginning with the search
value.

Entering the Search Value

Note: ¢ KS RSTFIl dzAf G &aSIHNOK AYyRSE gAfft 06S W 2YLJ

during the current working sessiorkEach time you return to the New Inquiry

screen, the index last used will be the defalfityou leave HelpDesk and wet,

0KS W/ 2YLIyeQ FASETR gAft 06S @2dz2NJ RSTFI dzt
Ly GKS SEFYLXS 0St2¢3x 4SS OKz2a$S mThevaukige | yR
caseinsensitive(upper or lower case dogst matter).

Clicking on the Search button (or pressing the Enter kel/paiform the search.
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| St LB5Sa] oAttt NBOGdzNYy Fff NBEO2NRa 6KSNBE GKS
company name.

Tip: Often a quick way to identify someone if you are having trouble by name or
company, is by phone numbekVith the search methodbove, that uses the
Contained In search, you can often find the right choice by just typing in the last
four digits of their phone number).

C2ft26Ay3 Aad GKS NBadz (s Grtained IseléctetNlckice dza A y I &
that it found companiesi KI & O2y il Ay SR GKS fSGGSNE & RSLI NI

€ NEW INQUIRY

Search
; depart ’ [ Seaich ] Contact Infc:rmation
Name | Homer Elliott
Using Method | Contains v .
: Company IElllott's Department Stores
Field to Search | Company v ]\
' Phone | +1(319)5551893 | Fax |+1 (91
EMal |
City iHaleigh } State {f\l&i
5 record(s) Returned.
Userl ‘
User2 ’
!r_Company Contact Phone City State
Elliott's Department Stores  Edna Brock +1(919) 5551320 Raleigh NC
Elliott's Department Stores  Yika Dempsey +1 (919) 5552627 Halelgh
Elliott's Department Stores | Homer Elliott +1 [919) 5551893 |
Elhott s Department Stores Wllhe Tepermey +1 [91 9) 5551 428 Flalelgh

The search function will return up to maximum of 100 records atonce. | f you dono6t find
selection in the first 100 records, you are going to have to refine your search value to return a
smaller number.

Identifying the Correct Contact

Contact Information

Name | Lawa Gardias v| As you highlight an entry in your
Company | Aussie Meats returned search list, you will see
’ information from the contact manager

Phone  |+61(3)8236203 | Fax|+61(3) 8263638

EMail [Iaura@rsource -dynamics.com ]
City |50uth Yara ] Stateli 'le NIC 3N |
Userl | | 31
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Chapter 47 Adding a New Inquiry

appear in the upper right portion of your screen.

This information is to help you identify and choose the right contacord from the
contact manager.

As you move from entry to entry in the grid, you might notice additional tabs appearing next to the
Search tab at the top of the form. Here's an example of ALL of the possible tabs you might see.

Search , Current { History ' Contract Tracking

If the contact highlighted has either @rrent inquiry or previoushistory inquiry from

past resolved issues, then these corresponding tabs will appear next to the Search tab
(Current and/or History tabs)if the contact record has A contract (active ot aative...

but has one), then a Contract Tracking tab will appear as well (this is to provide you
contract information prior to opening an inquiry).

Current and History Tabs

CURRENT TAB: If the contact has one or more Current inquiries open, you can easily view the
current inquiries for this contact by clicking on the current tab. Perhaps the contact called in
earlier in the day and called again before someone could call them back. Knowing this would
allow you to OPEN the already current inquiry instead of starting a new inquiry ticket.

HISTORY TABIf the contact has prior inquiries that have been closed, you would want
to see if the issue they are calling about was the subject of a previous call, and if so,
REOPEN that ticket, with all its r&ég@mn notes and links rather than start a whole new
inquiry ticket.

In either case, you ca@pena Current InquiryReopena Closed Inquiry, dCreate New
a brand new Inquiry for this caller.

Below is a sample of the screen when looking idlell KS W/ dzZNNBy (G ¢+ 0o Qd
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."! NEW INQUIR E]@

‘Search Current History *. Contract Tracking .
Inquiry Started Category Product Description Status Priority
1-0104 1041042003 03:... odbc memory er...  PROG Medium
1-0096 07/05/2002 01:...  Driver Attitudes odbc memory err...  PROG Low
1-0092 06/27/200203.... TM STS odbc memory err...  NEW Low
1-0083 05/30/2002 07.... GM HDG-ver 1 ernor 1101 odbc ...  NEW High
1-0085 08/02/2001 05:.... TM STS email not working  NEW Critical
< I >
Contact Information
Company | Aussie Meats | Phone 668666666 y
Contact  |Suzi in Maintenance | Fan 461 (3) 8263638 \
EMail llsuzi@resource-dynamics. com J
Original Problem Notes Resolution Naotes
e ALAN == Oct 15, 2003 at 10:28 AM | ALAN == Oct 15, 2003 at 10:35 AM
add a note isent email hot tips. waiting on their reply

w ALAN = Oct 10, 2003 at 03:29 PM J ALAN == Oct 10, 2003 at 03:29 PM
odbc error on program load | did this and did that

|

Open 1-0104

[ Create New Inquiry ] [ Cancel l

Screen found under the Current Tab

Once you have decided whether to start NEW inquiry, OPENan already current
inquiry, or REOPEINM past history inquiry, you will be brought to t@PEN INQUIRY
SCREEN

Selecting the Correct Sub-Contact

If you have decided to create a NEW inquiry, and have selected the correct company
from the Find New list of companies who meet your search criteria, notice again the
contact information in the upper right hand corner of the screen.

What you wil see there is the primary contact as exists in your contact manager.
Contact Information

Name : Selma Cooper v J
Company ICooper Inns 1

Phone | +1(541)5559009 | Fax |+1(541) 5552233 |
EMal | |

[

City Eugene | State|OR | Zip |97455 |
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Chapter 47 Adding a New Inquiry

If you press the Down Arrow, you will see a list of:

a) Secondary contacts (if using GoldMine)
b) List of other contacts that have been used from this company for previous HéddpDes
inquiries.

Contact Information

Name Selma Cooper v

N
Bob in Accounting [hd]

Phone '+ (541) 5553009 | Fax 1 (541) 5552233 w

Company

EMail Il |
oy [Fwgene |stwe[oR |zp[s7ess

Above, you will see that in addition to Selma Cooper, we have dealt with Bob in
Accounting on a previous calf this is Bob calling now, we can select this from the drop
down list and it will pull all contact information for Bob andlude it in the Open
Inquiry screen.

Inquiry Locking

While you have an inquiry open, the inquiry is locked to your user ID. No other user will be able
to open or handle the inquiry until you are done.

Starting an Inquiry from Your Contact Manager

Some users will operate the HelpDesk without having the contact manager open. Other users
will have both HelpDesk and the contact manager open at the same time.

If you spend most of your time in the contact manager, identify callers in your contact
manage, and then wish to initiate a HelpDesk inquiry, you may easily do so by using the
Auto Lookupfeature.

Note: TheAuto Lookupfeature must be turned ON in the HelpDesk configuration for
this feature to work.

Example:

You field a call while in your contact manager.
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1. Using the lookup feature in your contact manager, locate the des
contact in the contact manager.

2. Assuming you have HelpDesk open, click on the HelpDesk icon in
bottom Windows task bar to maximize the HelpDesk window.

3. Click on the "New" icon in the menu icon bar.

4. HelpDesk will automatically go and fetch the link to the "currently op
Contact Manager record, and make a link to that record.

You will see in the "found" records on you New Inquiry screen,

Conta¢ Manager record you just left.This means you do NOT have
search for the record.

NOTE: This feature does not work as above in ACT! 2005 and above. However, there is an
alternative way to do this. Pl e a@as & ooo mMtCaldt Rseumpop cer tL i
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Chapter 57 Open Inquiry Screen

Chapter 5 - Open Inquiry Screen

The Top Section - Name and General Information

) Inguiry Record: 1-0044 =1oj x|
FE™ /o R%L| BT R = O o«
- Time Opened [déhdm)
Contact | Christy Teague Cat Soft A
ontac | Y Teag | ategary | oftware | 30754
C Elliatt's Departrient Store = | Product HelpDeslk -
ampery | e | Biocket | HeloDos Time Worked [d/h/m]
Phone | | Deszcription |HeIpDesk Installation &ssistance | 00:00:10
Exlensinnl | | Uzer Figlds | Statuz |F'rog | Friority | Medium - Eillable
Email |c.teague@isconsull.co.uk | Due Date | vl Line | - X | | Flag = |
General\l\Technical\kMisc. \I\Intake Fnrms\kLinks\kTime Logs+\kHMA\kEDntlact\kHistory + /»
D'epartment |Infu:urmatiu:un Systems | Maintenance Contract? |Yes | Hot Tips
Termritary |Westem | Support Lewvel | Gold | Known lssues
Yerzion |EI | Sales Rep. |Br_l,ann Jonaz |
Sierial Mumber 2284 | Last Contact |4/25/2007 |
Referned By |ﬁ3«ffiliate.f'F'arlner | Technical Level |Intermediate |
Status | Prozpect | Purchaze Amaount | 26845 | Print
E-mail Lagin |teaguec@el|iotts.com | Meszenger D |183-25-888 |
Original Problem Mates: i Resolution Motes Add Maote
== TOM == May 1, 2007 at 08:17 &k | ShANDA = May 8, 2007 at 4:53 PM -
Custarner reports an eror during installation advizing that the Custamer confirmz resolution. [l
zettings group iz not properly applied. by
== CHRIS *** hay B, 2007 at 12:31 PM
LI Custamer submitted screenshot, which indicated a mizsing database LI
2 J( ceeel J [ oiw ][ o |
Inquiry Belongs to: | Alan ~ Oooo:40

Open InquinBample Screen

The Open Inquirgcreen is the screen you will be on while you arelioa with the
customer. You can get to thisceeen by Opening (or fepening) an inquiry from the
New Inquiry screen.

You can also get to this screen by selectimguiry, Open from the Inquiry Queue, or by
double clicking on an inquiry from Inquiry Queue.

The upper left portion of the screerpotains the demographic information about the
caller. If you have started a NEW inquiry, it will already be filled in with information
from the contact record.

w
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Chapter 57 Open Inquiry Screen

Each field should be set to reflect information about the caller to whom you are
speaking.If you change any of the information here (Company cannot be changed), you
are changing it in_the inquiry record onlyThis information becomes part of the
Inquiryand is not written back to the contact manager.

Inquiry The inquiry number is autoatically assigned by

Number the system. The number is sequential, and
contained in two parts. The last four digits
comprise a number between 0001 and 999Ehe
preceding digit starts with 1 and goes u
incrementing for every 10,000 inquiries.

When stating a new inquiry, the verfirst thing that you should do igerify the contact
name, phone, fax, and email so that anyone who accesses this inquiry knows exactly
how to contact the person who started the inquiry.

Contact Enter the name of the contagierson who called
to start the inquiry if it is different from the
default or from what you see there now.

Company This field cannot be changedThe company is
always the company listed in the contact record.

Notice the ... (three dots) to the righof the
company name.Pressing on this will display th
full Company information that was pulled into th
inquiry from the contact manager.Change as
required. You areonly changing the information
in the inquiry. Changes will not be reflected in th
contact manager.

Phone Enter the phone number of the contactf the
contact does not call regularly, it is best to confir
this phone number to be sure it is the be
number to use for this inquiry.Any extensions
should be noted here.

Extension Ente the telephone extension for this contact
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User Fields
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Enter the email address for this contackhis field
is required in order to email heips or other
information to the contact.

/I ftAO1TAY3 2y GKS a! aSN
the valle of any usedefined contact fields
specified” in the contact manager mappings
HelpDesk configuration.

Inquiry Information

Cat St Time Opened [dfh/m]
ateqor oftweare

Ao £1:22:39
Product Helplesk

roaHe FReEs Time Wworked [d/h/m)
Descrption | odbc emor 115 00:00:41

Status ME"w/ = | Priority | SilverLow - Billable [+] ‘#forkflow
Due Date * | Line K

InquiryDetails of Open Inquiry Screen

The upper right portion of the screen is where we enter information about #ie ¢

Category

(required
field)

Enter the general category for the inquiryrthese entries will be
different for every site.For software support, for instance, catego
YAIKG 0SS a1l I NRglNBEX a5h{é¢x a

This code is used in reportsciracking so that you can later lear
how much time is spent handling inquiries for each category.

Click on the drop down arrow and pick from the pr
defined choices.

Note: Both Category and Product may already have values, eve
a new inquiry as default values may have been defined in HelpC
configuration.

This is a required field, but you can choose NONE if you set this
HelpDesk Configuration.
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Product

(required
field)

Description

Status
(required
field)

Priority

(required
field)

Chapter 57 Open Inquiry Screen

Enter the product code for the inquiryThe product field isx £ ;
RSLISYRSyG¢ 2y (K& meansittagal idduc
codes are linked to a category master item.

As in Category, you may use the drop down box to pull up a li
product choices linked to the Category item above it.

This code is used reports and tracking so that you can later lea
how much time is spent handling inquiries for each product anc
category.

This is a required field, but you can choose NONE if you set th
in HelpDesk Configuration.

Try to summade the reason the client is calling into just a few k
words. You do not have to make a sentenddse key words thai
might apply to the call.

You may type information in this field or press F2 to get a list
or click on the three dots at the end the line to select standarc
text.

The text you enter in the description field will be the first seal
parameter in the HoflTip knowledgebase search if you use H
Tips. If you use the word PRINTER in this field, all the tips
have PRINTER asey kvord will be selected.

Enter the current record status or select fronist box

You will see a default priority as in the HelpDesk setép
priority is required. Select priority from the prioty list box The
priority system may be used to automatically escalate t
inquiry after a set time period.

Your system may be using priority escalatigBee later in this

document.) Check with your administrator to see if this is bei
used.
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Due Date

Line

Billable

Work Flow

Flag

Chapter 57 Open Inquiry Screen

This field is optionallt is used when you want to set an absolu
date when this inquiry must be finishedWhen that date
becomes due or overdue, an overdue flag will appear in 'y
InquiryQueued ONB Sy dzy RSNJ G KS 0O2f dz

Enter the phone line designation for the calldfor instance, if
@2dz OFff @2dzNJ t AySa a[AYyS
number 1, 2 or 3 to indicate what line the caller is ofi.the
inquiry is a fax or email, leave this field blank toicade that
the inquiry is not on any phone line.

| £t A01 GKS @K$§ éhed@rignt iduikyygdeue to
see just calls where there is a value in the line column.

Check this box to indicate whether the time spent on this inqt
is bilable by default.If you are using the full billing screen, th
checkbox will be the default value on individual time records.
this is a default only, you can mark individual time records bille
or not as required.

If this feature isWi dzNJy SR 2y Q> GKSy OK
the work flow item will be performed is conditions are met.

unchecked, then it will not be performed, even if the work flc
condition is true.

This allows you to assign a uskfined flag to an ingiry or
SYGiSNI I wy2i NI (& right fclickdoptiond o
Inquiry Queue)

Inquiry Open Status Information

Notice in the upper right corner we have two fields which indicate the following:

Time Opened This field is calculated and regsents the total duration this cal

Time Worked

has been opened up to thipoint in time. It is represented in
the form of days:hours:minutes.

This represents the sum total of the logged time

summed up by each time record associated w
this inquiry.

40



Chapter 57 Open Inquiry Screen

The Middle Section T Inquiry Tabs

The middle section of the open inquiry displays a variety of information about the
contact (from the contact manager, i.e. ACT! or GoldMine), as well as about the inquiry
itself.

The middle section TABS 'maylunde (depending on configuration options chosen):
Inquiry View Tabgstandard and custom tabs)
Intake Forms
RMAs
Contract Tracking
Time Logs
History

Inquiry View Tabs - Standard

These tab represent data that isoming directly from the contact manager or from
fields that were designed in the inquiry record itself. Again, the fields represent either

w Contact Manageror
w Inquiry User Definable Fields

Prior to Helpesk version 4, there were only three standard tabs, fixed at up to 14 fields
each. Now, with version 4 of TeBupport HelpDesk, you may see Inquiry Tabs with
fixed fields or Custom Tabs with unlimited fields instead. In either case, they work the
sameand can have the same information on them.

An explanation of the different fields types are as follows:

Contact Manager ields

Each of the three tabs can be defined to showlimited fields from the contact

manager. Each field was marked in the HelpDes & SidzLJ & o0SAy3a GOASH
gAOK SRAIGE FLISINNYGARE 8- ANy ®WE GA Sy 2yt eéx GKSYy (KS
allow data editing. These fields are actual fields in your contact manaderou are

allowed to edit these fields, you aractuallychanging information in your contact

manager The information from the contact manager does not remain with the inquiry

FYR ¢gAfft foglead NBLNBaSyd adzd G2 @omeSeé AyF2
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Chapter 57 Open Inquiry Screen

contact manager fields do not permit e¢iig, such as email in AC¥our administrator
will so indicate if this is true).

Inquiry UserDefinable Fields

We stated above that the first three tabs represented information from the contact
manager. For the most part, that will be trueBut in HgbDesk setup, there is the ability

to create user definable fields that are part of the inquiry record itséeffour
administrator will indicate to you which, if any, of these fields are being used and shown
in the center panel of the open inquiry.

These ields can be used for holding information that you want to remain part of the
inquiry. For example, serial number, model number, or any piece of information that is
felt necessary to obtain and store permanently with the inquiry.

These user definablequiry fieldscan be used in custom reporting.

Before using Inquiry user definable fields, please explore Intake Forms as another
method of storing user defined informatiomithin the inquiry record.

TIP: Each screen (tab view) can consist of a mixtofecontact manager fields and
Inquiry fields.

The 'Other' Tabs in the Middle Section

Standard | Technical V'Migc. | Intake Forms || Links | Time Logs+ _;HMA + | Contract | History +

The First 3 The first three tabs, as described, are us
Tabs definable and represent fields mapped to yo
contact manager.

Intake Forms tab is esl to start a NEW Intake
Intake FOrms  Form or access previously entered Intake Forms

60{SS /KILGSNI mpZ & Lyl
If you see a plus sigto the right of the tab

name, there are one or more Intake Forms
view.
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Time Logs

Time Logs

Chapter 57 Open Inquiry Screen

Links tab is used to start a NEW Linkaccess
previously entered Links.

Links may consist of outbound and inbound em
attachments, files, graphics, etc. as you may hi
entered manually or added automatically &
HelpDesk

(See later section for full details about Links)

If you see a plusign+to the right of the tab
name, there are one or more Links to view.

If the current inquiry has previous time recorc
associated with it, you will see a plus sign after t
GF 06 W¢ A CEking andtiisxad will displa
previous timerecords in a time log grid.

From the time log grid, you may, if you have us
rights, Delete a time log, Add a New time log,
View and Edit an existing time log.

You do not normally enter time logs heréd/hen
you click OK, Refer, or iim, you will be taken to ¢
time record for this work session and may en
your time worked there (if "full billing" has bee
turned on in configuration setup).

Note: When editing or deleting time logs, if th
RSt SGA2Yy 2NJ SRAGAYYS@
the program will ask for a reason for the chan
and it wil be logged into a file calle
TIMELOGEDITHelpDesk will change the minute
in the contact manager if using Contract Tracki
and will also log the change into a special audit"
which can be reported from a custom Crysi
report written by you the user.

Note: Even If you are not using contract trackin
time log edits, and deletions are logged into tt
special file.
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Other Tabs:

RMA

Contract

Chapter 57 Open Inquiry Screen

The History tab will display all other inquiries f
the contact whose inquiry you now have open.

This is helpful to see other issues that may he
had and how they were resolved.

TIP: Columns can be sorted for quick results:

If the RMA feature has been turned on
HelpDesk setupjou will see a tab labeled RMA.

If you see a plus sign to the right of the te
description, there are one or more RMAs that ¢
been seen.

(See later section for full details about RN
feature.)

If the Contract Tracking feature has beenrted
on in HelpDesk setup, you will see a tab labe
Contract.

Clicking on this tab will display only all curre
contract information, including purchased ar
remaining time.

(See later section for full details about Contre
Trackingfeature.)

Inquiry Notepads
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Original Problem Maotes:

Chapter 57 Open Inquiry Screen

Add Note (%) Resolution Notes () Contact Notes

[ ALAN == Jan 22, 2004 at 03:09 PM | [ ALAN = Jan 22, 2004 &t 08:17 PM
reinstalled but didn't work. going to reload service pack for
windows 2000 and ensure that they have the proper disk.

| odbc error on program load

Expand Notes

xxx ALAN x| an 22‘ 2004 at 081 U PM

Add Note

A

v

[ Ok ][ Cancel ][

Refer ][ Finish

Notepads on bottom of open inquiry screen

The bottom section contains two main notepad$hey are:

Original
Problem
Notes

Resolution
Notes

Contact
Notes

This section contains information about th
original problem and its descriptionNotes are
entered byclicky3d 2y GKS W! RR
Oft AO1TAYy 3 WhYQ Algénligs arg
stamped with the user name, date, and time.

Depending on your security settings, you may o
be allowed to add new notes and not update pri
notes entered

Enter all notes and information that relate to th
solving of the problem or action takerfhe latest
notes will always appear on top.

Tip: For a more organized note syster
investigate the use of Intake FormsThis is
especially helpful if your ries are plentiful.

If you are using GoldMine or TeleMagic, clicking
Contact Notes will display the Notepad from tt
Contact Manager.You may add notes from thi
screen into the contact manager notepad usi
the same key strokes as addinto resolution
notes.

Note: Be sure your administrator allows you -
add notes to the contact manager.Many
AyadadlrttridArzya gAtf dza
to contact manager instead of editing the conta
manager notepad.
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NOTE: The amount of space for notepads in the stande
view is small so that other data can be display
DisplaySmall on the screen at one time.

or Large
Notepads To see more text in your notepads, you may tog

GKS o6dzitizy @G9ELI YR b2
your open imuiry screen.The large screens will
K2 SOSNE O20SNJ KS Ay

5 § & (j [Expand Notes|

=S

Inquiry Action Buttons

The buttons on the right side represent actions that you can take while you are handling
this inquiry. For instance, you can agxs Hot Tips, send email, search for other inquiries
to find similar problems, check known issues (bugs), or view/print a copy of the inquiry
details.

There are still other actions that can be taken, like scheduling, setting an inquiry in a
G gl A G éefed changeSeEcalation, and more.

2 SQff RA&aOdzaa SIFIOK 2F GUKS&S odzid2ya aSLI NI G S

QX

The HelpDesk Timer

L 2dzQff y20A0S GKIO 6KAES |y AYIdzZANRB Aa 2LISYy?>
of the screen.This time wilbe displayed to you dsggedtime when you finish working
on inquiry during this session.

You can stop the timer by right clicking on it and selecting to either STOP the timer
temporarily or RESET the timdf.you stop it, it turns red and blinks t@mind you to

restart it when you return or are readyYou may likewise reset it to zero after
confirming your intentions.

Copying InquiryInf or mati on t o Wi ndowos Clipbo.
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By selecting the icon located on the upper right of the icon tool %ryou can have
HelpDesk automatically copy information about the open inquiry into Windows
Clipboard.

This may prove useful where you want to copy this information to another document or
program. You may select either the standard contact information or adpliry details
and notepads to the clipboard as well.

Completing an Inquiry Work Session

When you are done working on the inquiry, you may take one of the following actions, by clicking
on the following buttons at the bottom of the inquiry screen:

OK Ths means you are through working on tt
inquiry, but it is not yet resolvedThe inquiry will
remain as an Open inquiryand appear in
the Current Inquiry Queuescreen. After clicking
2y  hYIX @&2dz gAff 0S
LYFT2NXYI GA2yé AONBSyod

Cancel This cancels any changes made on the inquirit.
was anew inquiry, Cancel will not create th
inquiry and the assigned inquiry number will n
be reused.
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Refer Referring an inquiry allows you to assign t
inquiry to  either another USER ¢
DEPARTENT. The REFER also allows you
change the priority level of the inquiry and to ser
the new owner an email with inquiry details.

In the illustrated screen below, you can quickly s
who is logged into HelpDeslEven if a user is no
logged in, you aastill refer an inquiry to that Use
or to a Department only.

¢KS Wb2iATe o0& 9YIAfQ
GKS UNBFSNNBR G2 1St LY
email (whose email is defined in their us
setup. This is helpful if you have someone avi
does not regularly log into HelpDesk but needs
know they have an inquiry waiting).

After changing the user assignment, you will
GFr 1Sy G2 GKS a.AftfAy3

£} Refer 1-0057 ko (=]

-- 88 Software Development il
& @2 Field Technicians

E} 88 Svstem Administration

- Bl Adrinistrator

- Bl Taomas Launchi

= 82 Technical Suppart

-~ B Chemyl Brooks

- Bl GailWynand

~ Bl Hugh &kston

= 82 Testing and Quality Azzurance E

Set Priority To || £MNo Chanoe: E

(Refert 2¢ { ONBSY

I INBSy tA3IKG ySEG (2hdiKS dzaSNDa
Users are logged into HelpDesk.

VIEYS AYRAOL
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Note:, 2dz OFy adAtft NBFSNI (G2 lye dzaSNJ 2y (KS
logged into HelpDesk currently.

The new owner will know that they have a new assigned inquigabse the 'system
flag' colunn will have a red dot to indicate a new assignment.

"Referring the Call as a HelpDesk Receptionist"

If you are a company who has a HelpDesk receptionist, whose duty is to setup the
inquires with basic inflanation and then refer them to actual HelpDesk technicians,
then you may wish at this point tREFERhe call (or first add a few notes to Original
Problem Notes).If so, you would click on thReferbutton at the bottom of the screen

and choose the Helpidk User or Department to whom the inquiry should be
assigned.Only departments or users on this list may be selected.

Finish ¢ 2 AGCAYyAaKe Ly Ayld
current work session and declare
G wS a2 f Tl Rsultant inquiry will then
appear as history.
CAYAAaKAY3 |y AyljdzANﬁ

Ly lj dzA NEB £ NBSy F2f
LyTzNy|uA2ya A0NBSY ¢

The Finish Screen

When you finish an inquiry, an inquiry completion screen is displayéds screen
collects final informabn about this inquiry so that it can be analyzed.

¢tKS AGCAYyAaKé &AONBSYy gAft 2yte | LIISEFN AT
inquiry.
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Chapter 57 Open Inquiry Screen

Finish Inquiry £

_Status )
ENEW ==

Beason i
'BAD DOCS o]

To prevent this call, we could

ﬁnciude a section in manal on how better to install the program and 1
| what general errors to check before proceeding.

’» Ok ] [ LCancel ]

The prompts 'Status’, 'Reason’, and 'Call Prevention Notes' are customizable in HelpDesk
configuration setip. The prompts may appear differently on 'your' installation.

Status Use the List Box or enter the final Status for t
inquiry.
Reason Use the List Box or enter the Reason for the ¢

ddzOK a ok R R20dzyYSyil

Call The purpose of this field is to create a note th
Prevention will help prevent this type of call in the
Notes future. While it is easy to leave it blank, it is be

to think a moment, and decide if a note
appropriate.

The Call Prevention Report summasz these
notes by product, category and customer so tr
action can be taken to prevent call$his report is
very helpful to management to analyze and -
areas that are causing problems.

Time Log and Billing Screen
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Entering the Time Log

In setup, yu may elect not to enter time records at all, or to just enter an abbreviated
time record.

Chapter 57 Open Inquiry Screen

St2¢6 A& GUKS acdzZt . AfftAy3a LYF2NNIOGA2YE

Billing Information

Phone

Fan

~Contact [nformatiorn
Cantact |Ehrist_l,l Teague

X

Campaty |EIIi|:|tt's Department Store

Ended

User

Actian

Motes

~Billing Information

Started  B/8/2007 1:12:13 P

B/8/2007 1:25:13 PM
|,a|an - | Eillable

| kare Detailz

Rezearched the MSDM knowledge base for potential
cauzes and rezolutions.

Time Logged [minz]

Actual time zpent iz 14 minutes

| Ma Time Entry |

| ok N‘| LCancel
L

Billing Information Screen

You may edit the Billing Information as follows (depending/our user rights):

51

a ONF



Started /
Ended

Edit Date /
Time

User

Billable

Action

Notes

Logged Time

Chapter 57 Open Inquiry Screen

The date and time started and ended will t
displayed.

You may edit this information by selecting tElit

Time button. You might want to do this if you ar
batch entering time tickets for workperformed

away from your site or while not on the phone.

Y€ Edit Time Log E]@

Start | [B/02/2004 v | at |01:0932PM 2|
End |02/02/2004 v | at [01:1239PM 5|
I oK l [ Cancel ]

Editing the beginning date/time and endin
date/time will recalculate the log time and billin
time (rounded to the nearest minute).

You may change the User who is credited with t
time entry.

You may change the default Billable flag for tl
time entry session.

This is an action code that summarizes the type
time entry created. This is useful for reports tha
may sort time records by this action code.

Information regarding how time was spent durir
this session is entered here.

This is useful in printing a billing report, which m
or may not be shown to clientsThis area shoulc
not have resolution information, but onh
information on how the time waspent during the
session.

This is the actual number of minutes logged to

call. If you have user permission, you may alter
logged time.
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Bill Time

No
Entry

Time

Chapter 57 Open Inquiry Screen

Billing time is the amount of time to be billed
would be billed) to this inquiry.lt has sever:
defaults as defined in HelpDesk setuphese ar
Minimum Billing Time and Billing Time Incremen

Example, minimum call is 10 minutes, thereafter
in 5 minute increments.

If using contract tracking, the billing time will be
unit charged against the contract time balance.

LT @2dz2NJ bdzaSNJ NA3IKGah
CAYS 9YyiUNBE FTYR I GAYS

You might want to use this option if you are ju
looking at a record or researching and miot want
to log time to an inquiry.

Note: LT @&2dz I NB dzaAy3
GNF O1Ay3 FSIFdGdzNBxX &St ¢
create a time record and thus will not affect th
contract tracking fields.
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Chapter 6 - Scheduling

Chapter 6 - Scheduling

The SCHEDULIN®®dule, as seen below, has two different uses.

The scheduling module is used to:
w Schedulean inquiry for a call back, or
w Put an inquiry in a wait status (on hold).

A sample screen appears below.

Schedule Inquiry @

Schedule an Event
(%) Schedule a Callback () Schedule aWait

When

4 February 2004 »| 1:14 PM
Date  |02/04/2004 |
SMTwWTFS =

EE EX 10 7.5
8 310111213 14 ‘g L——1
15 16 17 18 19 20 21 ; :

.ua 4
22 23 24 25 26 27 28 i g s 7 |k
91 23 45 8

Time  |01:14:00 PM r

[ Today | [ Clear | OaM G)PM

Description

This is to schedule an inquiry for a callback at a given date and time. The scheduled date will then display on
the Open Inquiry Screen.

[ Remove existing schedule/wait ] [ Ok ] [ Cancel ]

7

[ SGQa f 22 eseindividgalyOK 2 F (K

Scheduling a Callback
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Chapter 6 - Scheduling

The most common reason for scheduling is because you have told the customer that
someone will call them back at an specific time.

¢t KS &AOKSRdzf SR AVl dzA NB Wha Whak 3Vhe dzy REMISG RS |j OA
queue screen and appears i 02/04/2004 0515PM  \When the current date/time is past
the scheduled time, a smalDD' will appear next to the clock to so indicate.

You may schedule an inquiry without actually opening an inquidg. this by right

clicking on it from theh / dZNNBy G Ly ljdzA NBE v dz2SdzSh | yR aSft SOl
menu bar undeinquiry, Schedule.

Alternatively, it may be invoked while an inquiry is open and being worked on by clicking

2y GKS a{ (' Smidetinguiry idody
You may also CLEA® schedule or wait by clicking on the “clear" button

[ Remove existing schedule/wait ]

The items to select are:

ScheduleCheck

/ 1
Box Y

KS
I

w O

0KS a{ OKSRdzt S
GKAa | W{ OKSRdz
Choosing the Next determine the date/time that the call i
Date & Time to be performed.

Select the datdrom the calendar or edit it in
the date edit box to the right.

Select the timdrom the time clock or edit it in
the time edit box to the right.

You can use the time clock by "left clicking"
the HOUR, and '"right cking" on the
minutes. Select AM or PM by checking tr
check boxes below the clock.

Scheduling a WAIT - Putting an Inquiry on Hold

Often times, when working on an inquiry, you will have the caller performing a task that
might or might not solve the ptdem. You ask them to call you back if it doesn't
work. , 2dz R2y Qi 4l yild G2 02YLIX SGS FyR Of2a$sS 2dz
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Chapter 6 - Scheduling

for several days.Then, when the wait period ends, you can decide if you want to keep
iton hold longer,orremdy G KS K2f R adlddza I'yYR WCAYAaAaKQ (K

The procedure is much like scheduling described previoudhe suspended inquiry is

GKSY &adFYLSR a F aG2!L¢é | yRvhadt,a KSKe g ¥y dzif RS N.
inquiry queue screen and appears @ 02/03/2004 15 jngicated that is in a "wait"

state. Wait states do not have a time associated with thexivhen its date arrives, it

will have a smallOD' next to the "W*"

AHI di nlgguiryaon Hold

{AYyOS @&2dz YIé& KI@S YlIyeé AYlidzZA NRSathedy &1 Al
cluttering up the queue before they are due to be reviewdebr that reason, you may

OKSO1l GKS &l ARS 21 AlAy3é¢ OKSO|l o02E 2dzaAad | 62
wait status will not appear in your queugntil they are overdue When you sedhat

they are overdue, you can open the inquiry, review it, and decide what the next course

of action should be.

You may schedule a wait using the exact same method you used to scheduleTdneall.
2yt e RAFTFSNBYOS Aa (KIGSRRIZ DIAON! GKIS[ @2 dLCE

The items to select are:

Wait Check / KSO1 GKS b{ OKSRdz S I 21 Al
Box inquiry.

Choosing the Next determine the date that the inquiry is to be on hold.
Date
You may user the calendar date selector &satibed in
Scheduling a Call.

Remove Existing Schedule/Wait

You may remove either a "Scheduled" status or a "Wait" status from an inquiry by
clicking on the "Remove Existing Schedule/Wait" button at the bottom of the
"Schedule" screen.You will bgprompted to "assign" (or r&nter) a new priority for this
inquiry, based on its current circumstancany prior priority assigned may no longer be
pertinent, thus requiring a rentry of priority here.
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Chapter 7 - Hot Tips

Hot Tipsis Tele-Support Help De s k 6 s proprietary knowledgebase syst
quickly at your fingertips.

|20 ¢ALA Ffft2¢a €2dz (2 o0dzAt R az2tdziAzya GKI G
allows you to easily and quickly get those solutions to your customers vial emai
read them over the phone.

The HelpDesk administrator has constructed the actual Hot Tip items in Hot Tips

Administration part of HelpDesk Options sefup

Hot Tips Key Word Lookup System

Each Hot Tip has been assigned one or nkesewords When you do a search through
keywords, it takes all the words in your search string and matches them to its keyed
index system.

The result is a ranking showirigof hits. The higher the hits, potentially the higher the
possibility that your search has fouadelevant tip.

Getting to Hot Tips

One way to access Hot Tips is from an Open Inqiy this by selecting the Hot Tips
button on theopen inquiry screewn the right hand side of the "center panel”.

When accessing Hot Tips from an open inquiry, Brescriptionfield is broken up into
individual words and two word phrase&ach of these words is searched along with all
keywords specified for each help entry.

A sample Hot Tip screen follows:
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'€ Hot Tips Find
Find Keywords

Find |

i

lodbc error 115 memory overflow mdac

[ Show Tagged Items Only
Tltle Tag Hits Description

00059 E.- ODBC HY000 IP Address

00051 MDAC Version Checker
00060 |:| 1 ODBC HY0D00 Unknown Error
00061 O 1 ODBC Log On Error
00095 O 1 How to verify ODBC settings
00004 [0 1 &D0Ewor
00037 [l 1 MDAC Setup Troubleshooting
00098 ] 1 Component Checker Guide
00102 ] 1 Print Error 998

< >

|
|

Chapter 717 Hot Tips

=e3

Unable to Get |IP Address - 2
ODBC32 error HY000:

Need to re-install the client setup on each
workstation that is having issue and verify that
0ODBC settings are correct.

Click on Start|SettingslControl PanellDDBC Data Sources
[Start|Settings|Control Panelldministrative Tools|D ata

Sources [ODBC) onWinNT or Win2K.) Verify that there is a
User Data Source Name [DSN) of Helpdesk. Double-click

on the Helpdesk DSN and ensure that the Helpdesk.mdb —
database path is correct. Ensure that System Database is

set to None.

Check that you have a TCP/IP on your network.
And you can connect to the internet. If you are

unable to connect to the Internet, then the issue
may be related to network drivers or access.

Rebuild & Compact TSHD Files direct though

though ODBC: >

Anee (NN s [

[ Tag Mema [ Tag &l ] [CIearTags

]u i

O &

0ODBC Settings
for HelpDesk

Close

The Hot Tip screen is divided into three parts.

Search Results

All items, whose key words match the search criteria, are listed and ranked from high to
low with number of hits found.Displayed is the title, number of hits, description, date

created, and sliding the bar to the right, you can see the Wweyds from the Hot

Tip. TheO 2 £ dzYy Y I Wlb8 Ehecked if ah@part of a Hot Tip items have been

selected to send via email.

¢2 aSINOK F3FAyYy

Hot Tip Memo

dzaAy3 |
button, enter a new value, and sédi WCA Y RQ

yS6 @It dSs

F3FAYy®

aAyYLi
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Chapter 717 Hot Tips

Each Hot Tip contains a memo field on the right hand sides was constructed either
in HelpDesk or with WordPad and pasted into HelpDgsk A & WYYSY2Q FTASt R Aa
to offer the answer or solution for a particulproblem.

You can slide the divider between the search results and the memo field to the left to
give you a wider view of the memo field.

Attachments

On the bottom right is an area where attachments may be found if they were attached
during the Hot Tip reation. Not only are they listed and available for emailing, you can

double click on an attachment to launch it in whatever windows application is
appropriate for that type of file.This includes web sites URL's and HTML documents.

Tagging Hot Tip Memo and Attachments for Emailing

You may wish to send some or all of the Hot Tip information via email to the customer
whose inquiry you are working or to a technician in the field.

Hot Tips lets you tag the Memo field itself or any of its attachmebts.this by checking

Fye 2F GKS tAGGES o02ESa ySEG G2 SFOK lddl OK
memo text portion.

Memo fields will be converted to RTF files and sent as attachmekitachments go as

attachment files as wellYou may tag amany items as you wish amultiple Hot Tip

items. HelpDesk will remember them and automatically add them to your attachment
list when you invoke the email system.
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Chapter 8 - Email

Chapter 8 z Sending Email (outbound)

Email Features

HelpDesk has the ability to agssend an Email to your customer or HelpDesk contact.
HotTips tagged during a HotTip search will be automatically included as attachments.

Inquiryinformation, both technical and demographic, can be easily inserted allowing
you to send to a techniciain the field.

And, HelpDesk will automatically link the outbound email to the Inquitly full details
Ay 1StLBSa1Qa [Ayla REGIOF&ASD

HelpDesk emaisupports HTML email with a buit WYSIWYG editoHelpDeskalso
supports email Templates and emailr&tures.

Accessing Email

Email can be accessed from:
w The main InquinQueue by selecting the email icon or
the Modules, nd Emaimenu, or
w Within an Open Inquiry

Accessing from an Open Inquisywhere youwill most often use Email as you email
HotTips or other information to the caller or person referenced in the inquimailing
from the open inquiry will automatically offer you the ability to link the email to the
inquiry.

Email Requirements

HelpDeskhas two different methods of sending EmaBoth are available and one of
them has been selected by the HelpDesk administrakdAPI is the default method.

They are:

1. MAPI (the default)
2. HelpDesk Post Office
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Chapter 8 - Email

| St LI5Sa] Qa S atflaced withvahRMAPSconplalg
MAPI email system, such as Eudora, Outlook, and othehster
assembling the pieces required to complete the email, it will
ddzo YAGGSR G2 &2dz2NJ 4t20Ktd S

In order for the mail to go out, your email cliemhust
automatically send or you must manually click on the 'Se
button of your email client.

Note: Your email clientmust be installed and running fron
your local workstation.

Email is sent out via a special email handling preoeghin
HelpDesk HelpDesk.After clicking 'Send' from the HelpDesk email scre
Post Office | you need do nothing moreThe email will queue and be sel
via a central email processing method.

If your system is using this method, you should have a taf
your main Open Inquwy Screen that says Emads follows
iy EMail

Generating an Email

Email is initiated either from the main Current Inquiry Queue screen or from within an
open Inquiry.Let's look at a example email from an open inquiry.

Upon clicking on the Email buttomy will see a screen such as the following:

Sample Email Screen
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Chapter 8 - Emaill

'€ Tele-Support Helpdesk Email
File Edit Insert Format Table

=1

@J Link to Inquiry
Send

Attach

Recipient - Lii!i@iéh-ij:?ab'apluféohi

cc: @ |

BCC - 3 | [ Append Inquiry Info ]

Subject: Helpdesk Inquiry Ticket # 1-0209 1 [ Append Inquiry Notes ]
G & B« o g @ ) Templates Thankyourforserin - Signatures Alan
[ aia vinvBsru EEEsE === —@E 4A P

2 |
Q mail from Resource Dynamics
Tele-Support HelpDesk

04/01/2005

Name Jill in Admin

Company Windows Magazine-122

Inquiry # 1-0209

Attached are one or more Hot Tips that we think may help you with your current inquiry.
Please let us know if this resolves your problem. You may reply with this email if you wish.

Let us know if we can be of further assistance.

Sincerely,
AHan Frankel

W H E

00053.rtf 000671 rtf ASPLLOG

(<

In the above example, we were working an inquiry for Jill in Admin and had tagged several items
in HotTips, including one attachment file and two memo files (which were converted to RTF file
format for emailing).

b2 A0S GKIFdG GKS G[AY1SR ¢2¢ Aa I £tNBIFIRe OKSO
inquiry.

Contact information is automatically inserted into the body messajggachments are
listed at the bottom.

What you can do on ttg screen
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Chapter 8 - Email

On this screen you can:
1. Edit the document using HTML WYSIWYG editing controls built in the menu
and icon bar.
2. Reselect a different template
3. Reselecta different signature
4. Select current template as a USER default.
5. Select current signature as a USER default.
6. Spell Check the document
7. Manually add attachments (other than Hot Tips automatically added if
selected).
8. Insert Contact Information into the email body.
9. Insert Inquiry Notes intthe email body.

E-Mail Editing

On the toolbar and menu bar, you will find options to format items in your
document. These include such basics as font selection, font size, font color, bold,
underline, Italic, indent, inserting picturegRLIinks, etc. There are too many controls

to go over them all. Just play around with them and use what is useful to
you. Remember, this is a support email, not a marketing docum&etep it simple!

Re-selecting Templates and Signatures

The example above is realnade up of two different parts, the Template (body of the
email) and the SignatureYou may reselect either or both of them as you desir&ou

do that by clicking on the eclipses (...) next to the Templates and Signature selection
boxes as shown beha

Templates | Thank your for servin - = | Signatures Alan

Clicking on these brings up a screen similar to the ones that follow:
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Chapter 8 - Emaill

Please Select Pleass Seject
= B8 User
Standard Tech Reply Alan
Thank your for serving you Ronda
[+ HotTips (=) Department
[+ General Std Support Sig
[+ HotTips
[+ General
’ 0K ] [ Cancel ] [ 0K ] [ Cancel ]

Select a newTemplate from the list as desired.Note.... any editing that you've
performed will be lost if you select a NEW tenipl#o display.

Select a newsignaturefrom the list as desired.Note... selecting a new Signature will
NOT lose any editing changes you may have made in the email body.

Setting Default Templates/Signatures for Logged-in User

Users may wish to sehé current template or current signature as their defadltis is
easily done by clicking on one of the two icons as shown below:

© . The first one is for "Make my default for inquiry” and the second one for
"Make my default for signature”. Clicking a one of these will record the active
template or active signature in the User's record in the HelpDesk database.
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Chapter 8 - Email

Spell Check
You can spell check the current document by clicking on the "Spell Check" icon as

follows: Ei

Inserting Contact Information into the Email

You can insert "contact” information or "contact notes" into the email (then edit out
what you do or do not want) by clicking on either of the following buttons located on
the right, just above the signature selection button:

[ Append Ihquiry Info ]

[ Append Inquiry Notes ]

Clicking on either of these will produce something like the following (which you can edit
as desired):

Inquiry Information

Category : Software

Product : HelpDesk

Description ODBrror on memory load error 115
Status : PROG

Priority : Medium

Operator: ALAN

Started : 08/31/2004 09:47:35 PM

Sending the Email

Selecting the SEND button will then

w Send the email out via the selected method of emailing
w[AYy]l I O02LF¥ 2F (GKAa SYIFIAft Ay GKS a[ Ay

You are then eturned to either the open inquiry or the "Current Inquiry Queue",
whichever was your starting point.
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Chapter 8 - Email

Note: You can only send HotTips to a contact by sending enoail an open Inquiry
record

Note: If you are using the HelpDesk Post Office systm, you are sending mail, you
can click on the Email tab from the main Open Inquiry Qudtithe Post Office is not
active, you will see a message in red that "The HelpDesk Post Office does not seem to be

working".
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Chapter 9 - Links Database

Links Database

The Links Databasdll store a record of various kinds of documents and files that are
linked directly to the inquiry.

These can include any file that windows recognize, including the automatic entry of
outbound email, documents, graphic filégml files, web sites, spreadsheets, and more.

,2dz Oy | O0O0S&aa afAyl1aé FNRYcreen. GF o6 | LIISFNRy 3
The initial screen appears as follows:

Standard | Technical | Mise. | Intake Foms | Links + | Time Logs+ | RM4 | History

Description Type Owner  Date

Helpdesk Inquiry Ticket # 1-0129 EMail Dutbound w/Attachments  ALAN 01/22/2004 03:19:32 PM
Screen shot Application ALAN 02/01/2004 10:49:11 AM
Web site for Resource Dynamics Tech Support  Application ALAN 02/02/2004 07:01:42 PM

K
LinkType

(®) Inquiry (O Contact [ Launch ] [ New ] |2 Properties ,l

From this view, you can see any linked object attached to the inquiry, or to other
inquiriesF 2 NJ 0 KS alyYS O2yidlF OO0 o0@Al GKS W[ Ayl ¢e&LJS

TIP: Some of our users link inventory systems, spread sheets, etc. that relate to this
contact.

You can launch a linked document (such as a document or graphic) by selecting the
Laund button.

Notice above that email is one of the link types and was created automatically using the
HelpDesk email moduldf using the HelpDesk Post Office, you are likely to see inbound
email attached to the inquiry as well.

You can add a new link by selectihg New button or see an existing lindescription by
selectingProperties
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Chapter 97 Links Database

You can also add a link via ‘dragirop' from your desktop or Windows foldetOne

easy way to do this is to open the "Links" tab in HelpDesk, go to the Windows desktop
or other gplications, find the object you want to link, drag it to the HelpDesk button in
the bottom task bar.When HelpDesk maximizes, drop the object anywhere in the links
tab area.

Following is a sample screen shot of a saved linked outbound email.

Y€ Tele-Support HelpDesk Email Message @@@
© [ X
Close Reply Delete
From: “&lan Frankel" < alan@resource-dynamics.com> Sent: Thu, 22 Jan 2004 15:19
To: ahfsupport@resource-dynamics.com R
Ce:

Subject: Helpdesk Inquiry Ticket # 1-0129

Contact Details

122

Contact : George de la Hoya

Company : Bed, Breakfast & Beyond - Nati
Phone : +1 (216) 5553205

Fax :+1 (216) 5554437

Email : G

4 e —

e W (e iddasrpiddas o rpidia o P iddds ey piddasrpidda oy idddsors ildd oIV

[ Name Size Type
] 00097.f 671 application

Linked documents, if they exist, will always show a plus symbol on the Link tab in the
open inquiry.
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Chapter 10 - Known Issues

What are Known Issues?

Known Issueé 82 YSGAYSa NBEFSNNBR (2 +a daodz@3a¢o
is torecord issues or problems that are already reported and confirmed.

In addition to "bugs", we incorporated the ability to use this database for other uses as
well, such as recording ghancement items, & gh listé items, plus some other types
as well This allows you to use this database for purposes other than bug tracking.

For example, in our own company, we use this feature to input every idea, from staff or
customer of what they'd like to see in our productés items are discussed bi weekly
meetings and are decided to become part of our product,lthey move into a category

of "to be included"6 YI RS Ay (2 &idnsKdny && a68ghed a version
number. So, our whole R & D and development is driven off of items in this database.
Inl  aSyasS> avy2gy LaadzSa¢ OFy 06S dzaSR | &
in the engineering and R & D department of our company.

Each issue is entered into the database with such items as issue type, create date,
nature of problem, notes on redution, and contacts that have a problem identified

with the known issue Also, you may add or drag and drop emails or files located on the
system.

You may access Known Issues either from the main Inquiry Queue screen, or from an

Aa

LJ

Open Inquiry.YoumayR2 &2 o0& SAOGKSNJ dzaiay3 ﬂKé*YSde 2 NJ

on the toolbar.

Using Known Issues

Clicking on the Known Issues icon will present the following screen:
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Chapter 10 7 Known Issues

ﬂ @ B L_] @ E % ¥R ? W @ 9 g Dizplay: |All Known lssues [no filkering] -

11 izsues in the "All Known lzsues [no filtering)” display | 17 issues currently available  1.50 days tatal effart remaining

Type | Flag | Issue # ¥ | Priority Description Logged By Logged On Owner Status Category Pro
#‘\ 10165 Lo Mew [nguiny Search Usger ROMDA 410/2001...  ALAM Mew Dirivver Al
* 10140 Low Schedule D ate Default ROMDA /2642000, ALAM New Dirivver A
#\ 100149 M edium Manitor lights up every time g, ALAMN 71952007, HelpDesk e Hardware B¢
#‘\ 10017 kb edium machine iz broken and the sy ALAMN FAB2007 . ALAM Mews Hardwaarne bt
* 10015 Gold-High Certain characters cannot AlaN B/2EA2006..  ALAM Mews Hardware b
? 10014 Lo Add fancy HTHL templates £ ALAN BATS2004. . ALAM Completed Softweare He
#‘\ 10010 Silver-Lov eror 116 during program exe...  ALAN 4272004, ALAM Cat1 Pn
‘;\ 10009 Lo Login:  add ta the login script.. ALAMN 442742004, ALAN Internal AC TS
#\ 10003 b edium ODEC erar 115 ALAN 47272004, ALAN e Hardware Fri
#‘\ 10006 High partz order for thiz or that ALAMN 20652003 0 ADMIM Frogress G TS
* 10001 M edium Test Known |zsue ADMIMN BA4S2000 0 ADMIN Frogress Hardware b

Grouping entries by Column

See chapter 3, Grouping Entries. The grouping wokksame
as the Current Inquiries grid.

Using the Grid
If you have sufficient rightso ADD, EDIT, or DELETE a known issue, you will see the

following in the upper left hand corner of the scree RAR |
G2 IRR | yS¢g (y2BFQAR@QAZ>G2KS
to delete a highlighted issue.

~

aS 0(KS WLX dza Q
AWl NR I KA IKE AITKC

Each of the columns may be clicked on to sort (both ascending and descending).
triangle will appear in the actively sorted column.

We will come back to the meanindg the other icons and information on the screen
after adding a new known issue.

Adding and Editing a Known Issue

[ S (stBrfiediting an existing known issu&Ve can highlight the issue and press the
triangle or double click on the desired known issuestlit. (To ADD a "known issue”,
you would press the PLUS sign next to the TRIANGLE).

C2tft26Ay3 Aa |y 2Ly aYy2ey LaadzSa¢ aONBSyo
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Chapter 10 7 Known Issues

Known Issue # 10165
E S ave @ Privt lm Attach % IL|r'|k = Eanacill

Friority: |L':'W i | E stimated Completion Date: | - | Feparted In: |:|

Created By, ROMDa& )
Creatsd On: 4/10/2001 3:20:43 P i Lapgpletn Lo (R d Fiedin | |
Owiner: |-¢\L‘:\N - | Completed By: |ﬁL"-\N - |

lzzue Mates \kT echnical N ote3\F| ezolution M ote3\Helea$e Nu:ute;\k.-’-‘«ttachments [ NLinked Inquiries [3)

Files haquiry
|zsue Details
Issue Type: |-¥l Bug / Defect (0] - | Categany: |Driver - | Product: |."-‘~ttitud5$ - | Flag -
Clescription: |New Inguiry Search User |
— Caompletion Details
Status: | [IE | Estinated Effart [05 | Version Detalk

|# add tote

=== Al AN =5+ Aug 3, 2008 at 11:26 AM

065/11/08:
This bug is requiring a major rewritz into how we perform searches with act. We basically have to change (globally) the act calls to
refrence the "new™ way, which I have been told "may or may not work™ by an developer.

09/03/08:
1 was able to search User Defined 1 & 2 fields using version 2.2 and GT

| Expand Motes | | itk | |I oK J | Cancel

Field Descriptions

Issue Type Issue Type is predefined into the followir
groups. Use them as best fits the situation
They are: bug/defect, wish list item,
enhancement, documentation, information, an

other.
Category/ Enter the category / product as best fits tr
Product situation. The drop boxes will list the category

product items from your predefined entries

Description Enter  description as best fits th
situation. Remember, this field can be searche
from other parts of the program so give enou
detail and key words to be helpful.
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Status

Priority

Completi
on

Version

Notepads

Link Inquiry

Chapter 10 7 Known Issues

Enter status from the predefined drop down list.

Choose a priority from the predefined priority lists you setup -
inquiries. The same color scheme will be used here as is used to dit
inquiries.

Completion details should be filled in as required by your partic
usage.The fieldd 9 aGAYIF SR 9FF2NI ¢ Ol y
based on a number of inquiries. You should fill in the estimated time
YY26y LaadzsS ittt (G101 1S Ay WRI&aQ
a day.

11 izzuesz in the “All Known lzzues [ho fitering]” dizplay | 171 izsues currently available  1.50 days total effort remai

The sum of these will be shown on th&in known issues screerfkields
self explanatory and optional.

Version details should be filled in as required by your particl
usage.Fields are self explanatory and optional.

There are 4 notepads for you to use as desirBach is chosen by clickin
on the appropriate tab.They are:
Issue Notes, Technical Notes, Resolution Notes, and Release Notes.

¢2 FRR I y20S> OtAO0l 2y G! RR b2

2 KSYy @2dz NS RAALIX F@Ay3 aLaad
known issues from an OPEN inquiry, you will see the addition
odzi2y OFffSR a[AYy]l LYIljdzZANERE @

Pressing on the Link Inquiry button will insert the contact name .
inquiry from the open inquiry into the notepadlhis serves to helf
you track which contacts ight be affected by this particular know
issue.

Linking Inquiries to Known Issues

2 KSy @
aONB Sy

2dz KI @S 'y 2LISY Yy2gy LaadsSszI |
> &2dz YIe afAylé GKS AyljdzAi NBE 0

button at the top of the screen.

E Save @ Frint Attach % | Link = E;nacill

Filez riquiry
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Chapter 10 7 Known Issues

When you link an issue, you will see a tab appear (it will already be there if previous

inquiries were linked) as follows:

Known Issue # 10165 fg|
. Attach Link. Send
Bsae P FED W0 By
lezue Details
Issue Type: | W& Bug / Defect (0] « | Categaory: |Diiver w | Product: | Attitudes -
Description: | Mew lnquiny Search User
Completion Details
Statuz: [Mew Estimated Effort: Wersian Details
Priarity: | Low E stimated Completion D ate: - Reported [r:
Created By: ROMDA :
Crested Or: 4/10/2001 %20:49 PM peielBne byla e 6/26/2005 h Fived In:
Owrner: [ALAM - Completed By: [ALAN -
lszue Notes . Technical Hotes . Resolution Motes . Release Motes . Attachments | Linked Inquiries [3]
Inguiry # | Company Contact Description Email ' Linked On
1-0297 CH Gourmet Imports Chris Huffman odbc error 115 7/29/2008 11:30:5...
1-0294  Aussie Meats Bill blass 7/25/2008 11:32:1...
10272 Atlantic Seafood Jane Goddard 7/31/2008 10:52:5...
< | >
| Expand Mates | | Print | |_ (]9 J | LCancel |

In this example, there are three inquiries linked to the known issue.

Sending email to all linked inquiries

When a known issue is resolved, you can send an email template to all linked inquiries

on the list (or partial byuncheckingl y A Y RA @A Rdzl f

/£ A0 AY 3

AYljdzZA NBE Ay

2y wiKding i yeuf &naidtafiplaté wingn This template

cannot merge inquiry information, however you can click on the button that says

| Append Kl Infarmation

G! LIWISYR YL
0KS YL

- = -=

A

Re: Kl # 10165 completed 6/26/2006.
IDescription: Mew Ingquiry Search User
2dz Oy SRAG a4 NBIjdzZANBRO®
instructions that will appear on all emails going out.
asSyid G2

lff SYIFAf &

2dz ¢2dzZ R

f AY1SR AVl dzi NA Sa

|.l ATRis/éll dmsert text as follows, merging in

0KSY

gAtt
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Chapter 10 7 Known Issues

Attaching files to a Known Issue

Just as you can link files to an inquiry, you can also link files to a known issue. You can
R2 GKA& 06& AGRNI3I YR RNRLX YSGK2R 2NJ Y|l ydz f f
FAESa¢ odzid2y YR FRRAY3I GKS AYTF2NXIGAZ2Y YIy

Menu Bar on the Known Issues Main Window
The menu bar appears as follows:
B8 &d E ¥ XTIV & 9 9 é Display: |All Known [ssues (no ftering) -

The first three, (plus, triangle, and minus) have been discussed previdtigyu do not
have supervisor rights, you wilbt see them at all.

The = icon is for a scren refresh. Use this only if you feel others have added to the
fA&dG YR @2dz g6A&K (2 &aSS I WINBaAKQ 02LkR P

The)\ézy Aa F2NJ OKIy3IAy3a w3t 20lf 2LIGA2ya | YR

The‘% ’icon is a toggle to display the list of known issu@sYr I af Adau GASgeE O
@ A S Badlowing is an example of how the tree view might look.
D | Prioaty | Description | Logged By | Logged On | FeoedBy | Ow.. | Status
s @M
= @ AC
&3 TSHDA
= @ oM
- TSHD-G
Y 1 Map to the CONTSUFPP n GM RONDA 1/28/200210:2 ADMIN New
Y 1 Field Mappng Number of Fields RONDA 3/4/200211.0 ADMIN New
- 1 View GM History n HD RONDA 6/772002 25%... ADMIN New
T 30-Low Schaduling Actvitie JAMES DEV New
* 30-Lo /v &ta Format RONDA DEV New
-* Closad GM Actviies User Name Not Displayed RONDA 87247200282 STEVEN Kl Complated
+ TSHD-GMSQOL
< @ sa

= B3 HD General

The next six icon:’,* ‘\\TI “‘@’ v ‘Z NBELINBaSyd GKS aAaadzS
toggles that will display or hide that particular issue type from the list.
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Thisicoré?’allowsymiz G2 G233tS 0Si
G2 GKS af233SR Ay dzaSNE P

6SSy alttée 1y26y Aa
Filtering of Known Issues

The known issues modullows two types of filteringt KS& | NB dalj dzA O1 FA€ i
GRAAL @ FAEOGSNAY3IE®

Quick Filtering
The quick fteringmenu bar is represented by the following on your screen:

Quick Known Issue Filter

Display Im vl issues where Ibe:uo(m LI cortans |

This whole display (quick filtering) can be turned on or off by pressin‘u? jcon.

Use it as follows:CA NB G OK22aS FNRBY G(GKS RNRBL) R2¢6y 6KS
WOt 2 4 &Roappkal. ¥odzmay then choose the field you wantuse as a filter by

the drop-down box. Description is the default choice.

CKSYy> | a @&2dz 0eLIS Ay (GKS FNBF FFAIaSN woO2ydal A
begin to show the values that megbur choice.As you type, it will continue to filter to
meet your typed value.

In addition to quick filtering, you may also implement what is calesplay Filterirg.
Display Filters

Display filters allow you to predefine a set of filters and then select them for use against your total
list of known issues. You get to this filter definition screen &
from the filters drop-down list on the main known issue queue as follows:

(=S EID | Eonovn | zsues [no filkering] |'v_

GGERS ~
G0-Glabal ltems
Project 3.2.1
Project 4.0.0
Project WISTA
YWizh List

edBy L Fixed “Wersion 3.2.1

It will then bring up the following screen.
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Chapter 10 7 Known Issues

Known Issues List Filters fz|

Filter Mame

Al Knowe lzzues [ho filkering)
In Progress ‘ ok Add Filter ... ‘
SBC-Testing
Fending Schedule Fi
Open

FI-Mew

GGRS

GO-Global ltems
Project 3.2.1
Project 4.0.0
Project WISTA
Wish List

Fixed Yersion 3.2.1

0

& ||| 5

2k, |’ Cancel ]

Filter List Screen

This screen allows you to create new filters, edit existing, delete, and rename the
descriptions of existing filters.

Following is an example of a filter that wants to list all issues that are completed and
that were created btween 1/1/2001 and 12/31/2005.
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Chapter 10 7 Known Issues

X

Filter Name: |All Closed lssues Between 2001 and 2005 |
ok fdd Criteria | =
[ Contact Field Operation Yalue 1 | And/Or
[ Status = Completed ] And
[ Created On ¥= 114200 And
Created On 4= 12/31 /20058 ]
ak. ] ’ Cancel
¢2 FRR ySg FAEGSNI ONRGSNRI X

the following screen:

EditFilterltemDialog,

[ ] Open Parentheses

3

Bugs Field | Categomny A |
Operation | Equals A |
Value |S|:uf'tware

[] Close Parentheses

Jain bMethiod

And w

Ok ]’ Cancel ]

e2dz Yl e

Ot AO1 2

This screen represents a single line in the above filter. Adding the above criteria would

limit the fili S NJ (0 2

2yfe (K2a$

1y26y Aaadsa

gK2asS OF
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G2LISy LI NByikSaSaé¢d FyR aOfz2as

LI NByiKSasSas

filter criteria. The join method specifies how the criteria will be joined with other

criteriaini KS FTAfGSNI 12 RS@OSt2L) GKS

Issue Type:

FAE G§GSNI NBadz (2

Issue type is stored internally as a numb®vhen selecting Issue type,

use the following values to filter on Issue Type

Bugs =0
Wish =1
Enhance =2
Doc =
Info =
Other =

Known Issue Options

If you have supervisor rights, you can setugrious options for the known issues

module by clicking on the global issues buttonClicking on this icon brings up the

following screen.

Known Issue Cptions

Allos Quick, Filkering
Default when opened fram |nguing.

At fill from [nguing Deszcription

Default Search Field: | Description

Default Type Filters

I I T I e )

Bugs/ Wizh ltemz  Enhancementz Documentation  Information Other
Defects Ik oy

| Ok, | | LCancel

YRS NJ (i K Setting® &, folseé the following choices:
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Allow Quick Filtering If you uncheck this, the quick filtering portion of the screen will
not be accessible to users.

Default When Opened from Inquiry-5 SG SNXYAY S&d ATF21I82(01 F FRE &5 NR»
for use when entering from an inquiryJse the toggle icon to turn on and off.

Auto Fll from Inquiry Description If checked, will put inquiry description as the value
for the search in quick filtering.

Default Search FieldDetermines which field to search as a default.

Default TypeHRlters - Determines as a default which issues types are toggled on and
which are toggled offEach may be changed by users after initial screen appears.
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Chapter 11 - Search

The SEARGHNction in HelpDesk is to help you find information by searching a variety
of places.

You can get to the Search function by either clicking on the icon (binoculars), or by
aSt SOUAYB QLB OKEE TNRY GKS YIFAY YSydzo
Places searcheare

Inquiry Notepads

Known Issues
Hot Tips

Starting a Search

You may perform a 'Search’' frothhe "Inquiry Queue Screen" or from an actual "Open
Inquiry".

If you perform a search from an open inquiry, then you may NOT open any found
Inquiries.

If you perform a search from the Current Queue screen, then you may highlight an
inquiry or Hot Tip, press on the "Open" button, and the highlighted inquiry or HotTip will
be opened.

How to Search

Into the "Search For" field, enter a textlua.
Under the "Search What", check off the places you want to look.

Then click on "Search".

Search Results Screen

Following are results of a sample search for the word "odbc".
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Search For
odbc:

Higtory [nguing [2-0651]
Higtory [nguirg [1-3309]
Higtory [nguing [2-0603]
Hiztory Inguiry [2-0525)
Higtory [nguing [2-0480]
Higtory [nguirg [2-0468]
Higtory [nguing [2-0267]
Higtory [nguing [2-0205]
Higtory [nguirg [2-0138]
Hiztory Inguiry [2-0070)
Higtory [nguing [2-0034]
Higtory [nguing [2-0060]
Higtory [nguing [1-3358]
Higtory [nguing [1-3788]
Higtory [nguing [1-3724]
Higtory [nguing [1-3252]
K.nowr |zzue [1358E6]

K.nown |szue [12931]

K.nowr |zzue [13068]

K.nown |szue [13498]

K.nown |szue [13534]

Hot Tip [GEMO1_DODEC)
Hot Tip [GEMOE_ODEC

Hot Tip [/30A000029)
Hot Tip [V304000049)
Hot Tip [REMO3_RPTS)
Hot Tip [REM10_RPTS]
Hot Tip [REM13_MDE]

| OpenHOT TIP

]

M

Search what
Inguiries
Enown lssues
Hat Tips

[HOT TIF] Create HelpDesk ODBC DSH

Question:
How can | recreate the HelpDesk ODBC entry?

Pertinent Information:

b ake zure pou know what type of database HelpDesk should be connecting to
[e.0. Access, SOL Server] asz it iz required to create an ODBC entry. 1F pou are
unzure, ask your HelpDesk system administrator,

Anzwer:

* [Open vour DDBC settings through the Control Panel [Search for "O0DBC" under
YWindows help for additional infarmation)

= Select the "zer DSH" tab

= Select "Add"

Microgoft Access

» Select the database driver [e.q. Microzoft Access Driver [*.mdb] ]

# Enter "HelpDesk3" az the Data Source Mame

* Enter a dezcription if you 2o desire

# Chooze the "Select’ button and enter path to your "HelpDesk3.mdb" Access
databaze

= Select "OK"

SOL Server

el §elect___the_ S_II!LlSEr_ver u_:Iate_:I:uag,a_ drivn_a_r__ B

Cloze

W

Note: The button above, "Open Hot Tip" or a button "Open Inquiry" belldisplayed if
you are searching from the main Current Inquiry Queue screen.

LISNF2NYA AlG &SI NOKThedzia A y 3
WO 2 MIIOA yadSihatiDiday

Search Method:l St LJ5 S4& |
search characters you entare search for using
be found anywhere within the search text.
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Chapter 12 - HelpDesk Reports

Report Engines

. SAAYYAYI GAGK 1 SEtLIBSEA] OSNAAZ2Y odHDOME (62
produce reports. These report engines are:

e GCIFAad wSLR2NIAE 6AyadlrttSR Fa | RSTI df
e & NBEAUGIf wSLIR2NIAa - L wHéE 0Ydzald oS Ayal

Fast Reportslosely mirror our previous Crystal Reports and offer the same reports a
supplied previously using Crystab8 To use the built in Fast Reports, you need to take
no extra steps. They are theredaready to use.

Crystal Reportaisage requires some extra steps before using. Although the Crystal XI
NELI2NIa FNB FfNBIFIRe& Ay @&2dzNJ WNBLR2NIaAaQ F2tRS
use them until the Crystal XI runtime environment has been ilestaon a desired

workstation If you are interested in usinfe suppliedCrystal XI reports, please see

@2dzNJ | St 1LI5Sa]1 I RYAYAAUNT 02N Lyadrttraazy A
and how to install it can be found in théelpDesk Administia 2 NX &, Adpelzdix’FS

If you like,you may mix both type of report®n one report menu. Butote, in order to
use any of the supplied Crystal Reports (or incorporate your cyagtom report$, you
Ydza i NXzy GKS énM@dniméntaisetupy tiribed above Sutalescribedin
theHelpDesk RYAY A &G NI G§2NRA& Y| ydz £ @

Configuring Reports:To configure the report parameters and how they work, you will
need to go into the Report Configuration. This requires the appropriate user rights. See
the HelpDesk RYA YA &G NI 12 NQA DAdzZARS FT2NJ AYTF2NXI GA2Y

Some of the supplied reports are:

Inquiry Analysis Report
Billing Report

Call Prevention Report
Known Issues Report
RMA Report

Time Logs Report
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Running a Report

Reports are accaesd from the menu baunder Reports, as seen below:

Options  Help Each report has a dialogue box that allows you to make
Inquiry Analysis Report selections determining how the report will appear.
Billing Report
Call Prevention Repert Upon selecting the options in the dialogue box, the report
Known Issues Report will be compiled and viewed on thereen. From there,
RMA Report you may view, print, or print selésd pages.
Tirne Logs Report
Configure Note: If you're having problems accessing the list of

reports, consit your HelpDesk Administrator.

Report Parameters

Note: Depending on the reporengine andeport to print, the variols prompts may be
differ.

Selecting Report ParameteBxample

e

A sampled L Y |j dzA NE dialogGé hoR dppeaars belowCNR Y G KS WwS L2 NI aQ

aSt SO0 &L ywSIriaNwu drepresested with the following:

=

5pecify Report Parameters @
Begin Date 712007 -
Ending Date ai131z2007 -
Sork Field Compary Mame -
Subkaotal on <none -
Cpen/Closed/all all -
Show inquiry notes W
Show timelog entries W
Show system activities
Group Beginning with:
Group Ending with:
Mew page on group change
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Begin and End Date Specifies thedate range of records that should b
Ay Of dzZRSR Ay (KS NBLIZ2 NI
within the date range.

Show Inquiry Notes If checked, includes the original problem notes a
resolution notes from the inquiry.

Sort Field Select a field by whircto sort the report.

Sub Total on Select field for secondary sort value.

Open/Closed/All Select whether to display only open inquiries of
finished inquiries, or all inquiries.

Show Inquiry Notes If checked, includes the original problem notes a

resolution notes from the inquiry.

Show Time Log Entries | If checked, includes the detail time entries for tf
inquiries.

Show System Activities | If checked, displays the system timeline activities (
|l RYAYAaUN 62NDR&a DdzA RS ¥
G DNR dzLJ . S 3 Ay If you want to limit the report to a narrower range (
' YR & DNR dzLJ ¢ records, you may enter beginning and ending vall
as they relate to thdield you selected for sorting

Example: If you chose company for sorting @un
SYiSNBR GKS f S iinnisgwhdBrddg
values, you would receive only companies whg
YIEYS aidFNISR gAGK GKS f

The value you enter here is NOT case sensitAdé.
values will be forced to uppercase befo
comparison. Comparisonsare made on only the
length of text you submit.

You can use this feature to limit results to a sin
Gaz2NI FTASEtRE @FfdzSe C2N
NBGdzNY AYIljdZANASE F2N a
O2dz R aSt SO0 GKS daO&YION
t NAYGAYy3IE a 020K (GKS 0
New Page on Group If checked, the report will go to a new page each ti
Change GKS W{2NI CASftRQ OKIy3S§

The other reports can are similar to the above example.
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Chapter 13 - RMA Module

RMAs (Return Material Authorization) can be entered, tracked, and printed from your HelpDesk
program.

All RMASs are linked to an inquiry

wa!a OFly 0SS | 0O0SaaSR FNRY SAGKSNI Y WhLISYy Ly

Standard | Technical | Misc. | Intake Foms | Links | Time Logs+ | RMA + | Contract | History +

2NJ TNRY (KS wWizSIdRING y1-G0 Q.S/4Ej dSARNED @& icd bai. K SN § KS Y S

Adding a New RMA from an Open Inquiry

To start a newRMA from an open inquiry, click on the RMA tab on the open inquiry
screen.

You will be presented with the following screen.

“Standard Technical | Misc. | Intake Forms | Links | Time ng$+‘; RMA + iConlract Histq;g¥

(| HMA Number ‘Type Caiegory Product Status Created.
000021 Parts Amival  01/22/2004 08:33:00 PM

[ New ] [ Propertigs ]

If there is already an existing RMA, then it would appear in the window (as shown above).

To add a New RMA from this screen, select the New button.
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RMA Details

An RMA record appears as follows:

Edit RMA # 000021 X]

Properties
Ra Number [000021 ‘ Description lDefeclive }
RM& Type im ] Cust. Name !Alan Frankel ]
Status { Arrival ‘ Cust. Company lFiDI J
Inquiry No. |r1 -0130 | Category ! Hardware v }
Created 01/22/2004 08:3300PM | Product Monitors v
Quwner Axdmin | Seiial No. (55445 ]
&uthorized By f Admin ‘ Completed J
Hotes
R4 Notes Shipping Motes
Returning the entire unit Shipping unit FEDEX to Chicago receiving
office.

Shipping
Date Received | v‘ choice 1 | l
Receivedby | o | choice 2 | |
Date Shipped | v date ch 2 02/02/2004 v
Shipped By | I date ch 1 [ v]

X

The above fields can be filled in by either typing into them or from list boxes that are
created by you or your HelpDesk administratom.hey are seleéxplanatory and can be
used however it best applies to your organization.
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¢KS &/ 2YLX SGS¢ OKSO]l o02E ltft2¢6a &2dz G2 YI NJ
that on reporting or browsing you carasily see only outstanding RMASs.

Printing a Single RMA

When printing a single RMA, whether from an open inquiry or from the RMA module itself, do so
by selecting the Print button.

The RMA will display on the screen whereupon you can select to diteca iprinter for
hard copy.

QX
No
(@]
w»
(@]
()
(0p)

2dz oAt t I f

5

menu list.

G2 LINAYyGdG SAGKSNI 2yS 2

Finding an RMA

To locate an RMA from the Inquiry Queue, you open the RMA module by selecting it from the
menu bar or icon bar.

You will be presented with the following screen.

Display RMas where I Ria No. v E Contains I ‘

Show BMA Type

(3) Open () Closed Ol

RMA # Complete| Status Inquiry Product  |Customer Con »~
000000 Mo

0000151-00270406 MNo Return Received Prod 3 Laura Gardias  Aus
000021 Mo Arrival Monitors Alan Frankel RDI
0705011-0058000014 Mo <Mone>  Roger¥itorio Bed
0705011-0060000013 No Return Received <MNone> LauwraGardias Aus
200310AUS51000020 Nao Return Received Monitors  Evan in Accounl Aus

v

</ >
! Delete ! ! Print ! l Properties ! ! Close !
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You can refine your search first by select to view e
button.

Display RMAs Whereé

You can select a field to search RMAs. The drop down combo box allows the following
selections.

§HMA No. v

Inquiry No.
Product
Customer Name

Customer Company

Serial No.

Description

Status B

After selecting the field to search, you enter the search value that will find the desired RMA. As
you type, you will see your search results begin to appear on the screen.

Once you find the inquiry or inquiries you are seeking, you may look at the individual detail of an
RMA by selecting it from the grid display and selecti
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Chapter 14 - Contract Tracking

If Contract Trackingas been selected in the HelpDesk setup options, you will notice a
TAB madl] SR W/ 2y (idgén hguidysceegn. Ifiddriract tracking has not been
selected as an option, this tab will not be visible.

This field will contain information (from the contact manager) about existing contracts.

The purpose of contract tracking twofold.

1. Make information about contracts available to HelpDesk operator while
they are working on an inquiry.
2. Warn a HelpDesk operator that a contract is nearing expiration or has

actually expired.

Displayed Fields on the Contract Tab
Standard | Technical | Misc. | Intake Forms | Links | Time Logs+ | RMa + Contract ‘Historyr+_
Timed Contract

Start Date : Purchased

End Date ‘ | used

Date last updated | Balance

Displayed fieldare:
Start Date When the contract was started
End Date If entered, ending date of contract
Date Last Date HelpDesk last updated the contact manag

Update for contract tracking.

Purchased Number of time(minutes) or incidents purchased
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(Amount)
Used

Balance

| SNBQa

Chapter 14 7 Contract Tracking

Amount of time or incidents usedThis field is
updated automatically from HelpDesk if th
O2y 4N OG Aa FOGAGBS o

in the contact manager). Time is updated from
time recodsthat are marked as billableincidents
are updated from an inquiry being started ar
verified as billable by the operator.

Note: LT @&2dz aSt SO0 Wbz
entering a time entry, then no time record will b
created and thusno fields relding to contract
tracking will be updated.

Balance of time or incidents.

K2g AG 62NJ]a T2 NYoirkr§anigatioNIna dese onlfye LIS &
one method or may choose to dynamically assign a different contract type to each
contact (as determined in the configuration settings.)

Time Purchased with an Expiration Date

Upon opening an inquiry, several things may happen:

1. If you are using contract tracking, and the contadh@icated to "not have a
contracté you are waned.
2. If the remaining time purchased is below the warning point (as define:
configuration setup, you will be warned that there is a limited tir
remaining. You may then wish to inform the caller that their contract time
nearing completion.

After the time balance is zero or less, or if the expiration date is past, you
be warned. If you are not setup as a supervisor, and if your administre
has checked a box to not allow expired contracts to be opened, you will
be able to open the ipdzA NB Ay | WHNJou Rrenét YlocRed

from opening the inquiry, then the time will be update@ote: the balance
atAtt 0S OFtOdzZ FdSR FyR ¢

gAtt

Each time you complete a session working on auiiy, you will be presented with a
WHiAYS Sydim® H2N QA O2y Gl Ay
if the entry is billable.If you leave the billable flag checked or check it during the time

G0KS WoAftfAy3
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entry, the billable minuteswib S I RRSR G2 WwWi2dFf dz&AaASRQ Ay (K¢
remaining balance will be calculated and updated to the contact manager.

Incidents Purchased with an Expiration Date

This works almost like time units purchased. The warnings are exactly the same.

The main difference is that each time an inquirgtarted as a newnquiry, immediately
upon finishing the time entry, you will be asked if you want this inquiry to increment the
incidents used in the contract tracking fiel@nly when the inquiry isrkt created and is

a new inquiry will you be asked this question

Expiration Date Only (Fixed Date)

This method checks only the expiration date and the amount of days remaining. It will warn at the
defined waypoint and warn again when the current date is past the expiration date.

How to Know if there is a Current Contract
hy Fy 2LISY AYyljdzZANE aONBSy>x AF @&2dz aSS I Gl ¢

actively being trackedAn active contract is determined by the presence of the letter
G, GKAS, W/ 2y 0N Ol ' OGABSQ FASER 2F GKS O2ydal O
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Chapter 15 - Intake Forms

What are Intake Forms?

Intake forms allow you to design a form with as many questions on it as will serve a
specific purpose.The answers you record will become a permangart of the inquiry
record.

Now, besides recording information mostly in the "Resolution Notes" notepad, you can
organize and store answers in one or more forms designed for a particular purpose.

It can serve the purpose of a check list of things gtways want to asklt also makes
available to anyone else handling the inquiry an organized view of information without
digging through long notepads.

For example, in our own business, we ALWAYS want to know at least eight thineys.
are:

New or Eul

Version #

Build #

Serial #

Network OS and version

Workstation OS and version

Is problem repeatable on multiple workstations

Did it work, then just 'stopped' working

So, we put these things above in a form and it is the customer
service rep's responsiliy to ask and get these answers in an Intake Form.

Other possibilities are having a form that fits a certain kind of problekcall regarding
"Printers” gets the "Printer Intake Form"

Your HelpDesk administrator probably has setup one or more Irftakes that you may
use.

Viewing or Adding an Intake Form to an Inquiry
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Below you will see a screen that might appear when you click on the Intake Forms
tab. Notice the plus sign to the right of the tab namehis indicates that there already
exists me or more Intake Forms attached to this inquiry.

hSlandatd‘_ Technical | Misc. In-T ake Forms+ LLinks | Time Loﬂgrsf‘ RMA+_ Contract | History +|

‘ Alert Mame Created On Crea-ted.By Modi.Fied Obn Category Producf
General In-Take 02/03/2004 ALAN 02/03/2004 <None>» <None>»
Installation lssues 02/04/2004 ALAN 02/04/2004

[ New 7] [ Properties |

At this point, you mayiew existing forms oadda new one.

Note: Younay alsadelete a form that is attached to an inquiry, however,
this action is permanent if you do so and the informationraatrbe retrieved.

Add New:
To add a NEW Intake Form, click on the "NEW" button.

You will be presented with a list of available forms from which
choose. Choose the one that is most appropriate to your needs by highligh

the entry and clicking othe "Properties" button or "double clicking" on th
desired entry.

A sample Intake Form appears below:
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General

Company Name
Contact Name
Phone #
Email address

Environment
What is your NETWORK OS and Version?

What is your Waorkstation OS?

HelpDesk Environment
HelpDesk Yersion ?

HelpDesk Build #
HelpDesk Serial #

What SQL version are you running?
What kind of printer do you have?

Is this an isolated problem?

If YES, what is different about this workstation?

If NO, what is similar to other workstations in your humble

opinion?

Filling Out the Intake Form

There are four types of fields that may be used in an Intake Forhey are:

1. String Field
2. Pick LisField
3. Notepad
4. Check Box
String A string list is just a text field that you enter free form

Pick List A pick list is a 'drop down' box that has choices fr
which you can chooseSome of the choices may b
blank if it has been setup thatvay by the form

Chapter 157 Intake Forms
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designer.

Check A check box field is either "checked" or "unchecked"
Box

Notepad A notepad field is a text box that allows you to enter
much text and notes that you may requirdt is
unlimited. Even though the notepad box isait, you
can scroll down further if you need more space

type.

Default Fields

When the form was designed, certain fields may have been setup toDefailt values
already filled in when you first create an Intake Form.

Default fields can be setufp automatically fill in a field from the Contact Manager or
text that the form designer added to the formThese are 'Default Values' only, which
means that you can change thenkven if the value comes from the contact manager,
you can change itlf it changes in the contact manager, it remains as you entered it at
the time of creating or editing the Intake Form.

Desired Fields

Certain fields can be designated "Desired" by the forms desigheese fields will have
an asterisk to the left of whereoy fill in the field value.These are NOT required, but
desired. This means you can complete the form without filling them in.

If you leave one of these 'desired’ fields blank, you will see a warning*:onthe
"Alert" column of the Intake Form gras shown above.
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Chapter 16 z Receiving Email (inbound)

Overview

HelpDesk Post Office is one of two methods that may be chosen by the HelpDesk
administrator to handle email in TeBupport HelpDeskThe other method is MAPI.

The MAPI method handles @BOUND email only and works with your local email client
software, such as Outlook, Eudora, etc.

HelpDesk Post Office handles both OUTBOUND and INBOUND email messages and does
not require local client emadoftware

This chapter will deal with how tework with HelpDesk Post Office from the user's point

of view (and not how it is setup and works internally).

Sending Email

Most email will be sent from within HelpDesk from an Open Inquithen sending
email from within HelpDesk and usiRgst Officeyou will see no difference than when
sending with MAPI.

HelpDesk Post Offioeill put your email in its outbound email queue and send the email
to its recipient.

Accessing the Inbound Email Queue

It may be that your company usd®ost Officebut you have no need to handle the
inbound email personally.Why? ..... It may be that all inbound email is "sorted"
through and attached to the appropriate inquiry (either existing or started a new one).

If this is true, all you have to do is read thebiound email the normal way by looking at
the links tab in an open inquiry record.
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Un-read Email Alert

How do you know that you have an email (already attached to an inquiry record) that
you haven't read?

Simple. You will see a "chain link" icon in the "Alecolumn. The icon appears as
follows: ™

The "chain link" appears whenever anyone "OTHER THAN YOU'anyikigto an
inquiry record that YOU OWN (is assigned to yothis includesinbound email,
outboundemail, or any other type of attachment bnk.

Ok, now for the good stuff.

Working in the HelpDesk Post Office Email Queue

Working in thePost Officerequires that you have "user rights" to do slb.may be that
only a few people are required to do so.

Themain reason of getting into thembound email queue is to:
1. Process emails and link them to existing inquiries
2. Process emails and link them to newly created inquiries

3. Delete an email because it doesn't belong in HelpDesk here and you
want to reply or forward it (perh@as junk email)

4. Forward or Reply to an email because it doesn't belong in HelpDesk bu

want to send a reply

You can entePost Officaf you have user rights to do sdf you DO have rights, you will
see a tab on the main Inquiry Queue screeext to Current and History tabs) titled
Email

Culrentré;] 7History‘ iy EMai ‘

Click on the #ail tab and you are presented with the HelpDesk Post Office email
gqueue as follows:
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E-Mail Inbox

?@Befresh | ‘Qpen | 2 Delete ||

_,-‘rInhoH '/ Dutbox ' Sentbox | Deleted ',

® | ¥ || Received @ To Fram Subiject

® 4A10/2007 81932 PM - ADI <nicholasrdiiat ampabay. mcom: matthewiE@msn. com Inguiry Fiarmn Submizsion

L] ﬁﬂ BAFA2007 122214 PM nicholasrdid@tampabay. ir.com Gregory Yalmont <g.valmontE@gmail.com: bug report

® B/8/2007 2:14:58 PM nicholasrdit@tampabay. m.com FrontFange Solutions <FrontRangeSolutions@...  The Mext Generation of CRM is Hen
L] B/8/2007 5:15:16 PM nicholasrdi@tampabay. ir.com Administrator <nicholasrdiEtampabay. mcoms Inquiry # 1-0044 has been refered t
L] B/9/2007 2:25:00 Ak RO <nicholasrdit@tampabay. ir.com: g.valmontEgmail com Inquiry Form Submission

[ B/9/2007 1:22:30 P nicholasrdiEtampabay. m.com Micholaz Popp <nick@resource-dynamics. comns Fe: Support Inguiny # 1-0033

L] ﬁj BANLZ2007 22230 PM - Support Team <nicholazrdid@tampabay. rr.com: Christopher Brea <cbrea@allsolutions. com: Froblem with installation

L] BA3A2007 4:4222 PM - nicholasrdid@tampabay. ir.com Cheryl Dresden <chenl@dresdenenginesring.co...  “Wish list request

| | ol

You can select which of the following folders you would like to view:

Inbox Displays all current uitéd email.

Outbox Displays amail waiting to be sent.

Sentbox Displays amail that has already been sent.
Deleted Displays deleted-enail.

Note: If you see a warning message that says that the Scheduler (which runs Post
Office) does not appeapntbe running, then the Post Office server is not currently
running. It will still accept outbound email send from HelpDesk, but will not
actually send the emails to their destination, nor will it retrieve inbound emails
until it is started again.

It is the HelpDesk administrator's responsibility to see that the Post Office remains
running.

The message appears as follows:

& The Tele-Support HelpDesk Scheduler does not appear o be running.  Thiz may impact zending/receving e-mail and priority ezcalation.

Let's suppose it's your job to check the-RD queue from time to time and process the
inbound emails. By process, we meaaither link them to existing or new inquiries,
delete, or forward them elsewhere.
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The email queue may show one or more entries in the queue (as shown above).

Look at the entries in the "TO" fieldNotice that they may have different names
associated wh them but they are all addressed to the email address
"ahfsupport@resourcelynamics.com”.This means that although all email for {#D
comes to only one email address$,may have ANY recipient name attached to it.

So, if email in your company isdréssed to "support@yourcompany.com”, you can still
attach your own name to outgoing email and see inbound email with the same
name. HDPO deals with "support@yourcompany.com” and doesn't care about the
actual name thaprecedest.

Having the abilityto use specific names, if desired, in front of your support email
address will make it easier to "sort" email and get it to the right recipient or inquiry.

Email Alert Flag - Working with Problem Emails

Sometimes there will be a problem with the sendioigoutbound email. Perhaps the

email address is wrong (alan@ @abc.com for example) or some other reason. In any
O848y 6KSYy GKSNB Aa | LNeo EEE poesnrSiNle o AT € A
bottom of the screen. If the user has rights to see and fiblamms, they can go to the

Email Tab and fix the problem. In either case, one can click on the alert and it will show
what caused the problem. That screen appears as follows:

Tele-Support HelpDesk Alerts §|

&% Error Sending Outbound EMail
@ Messages

There was a problem sending one or more EMail messages.,
These messages are now in the outbox with an error skatus,
Please have these messages correcked ta clear this alert,

If you have the permission to fix problem emails, proceed to the Email fiab,gelect
dhdzio2dzy R 9YIAf ¢
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=

E-Mail Outbox

H Refresh E? Qpen > Delate €8 ReSubmit 4 Edit
/ Inbox | Outhox '/ Sentbox ' Deleted '
Statusz Date Created .« To Subject
‘ Error 872008 24708 P robertiE@mpcompany. com Test email
2dz Oy 2Ly GKS YFIAfzZ €221 a4 Adz

g2dz Oty
desired.
Opening Mail

dwSadzo YAlEé

GKS SYIAf
Office will attempt to send the email again. te&khatively, you may delete the email if

FYR A

From the queue, you may Delete or Open an inquiry.

g Attt

To OPEN an inquiry, either highlight it and press the Open icon on the menu bar, or
DOUBLE CLICK on the desired entry.

A sample opened enilaappears below:

Iy Tele-Support HelpDesk Email Message — |E||i||
o e [ = i x =

Lirk. to Inquire  Find Contact Reply Forward Cloze Delete Frint
Frarm: frank. timpretta@consulttimpretta. biz Sent: 8/23/2006 11:59:26 Ak
To: nickEresounce-dynamics.com
Ce:
BCc:
Subject: Helpdeszk Inquiny Ticket # 1-0042

Thanlzs,

Frank Tinpretta
Tipretta Consulting, TLC

frank timpretta@@consulttimpretta. biz

Thank you for the assistance provided below. Changing the referenced field values resolved the problern and we are no
longer expenencing this 1ssue. Attached is the final log file after the changes were implemented.

|»

Inguiry Information
Category : Hardware
Product : Printers

Mame

FrintLog_068252006 lag

APPLICATION/OCTET-STREAM
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Now that you've opened an email message, you must decide what to do with it.

Notice above that the email also has an attachmeiimails may have multiple
attachments. You may double click on an attachment, right from the open email
message, and Windows will open the attachment with whatever program recognizes it's
extension.

Ok, here are our choices for action to take.

1. Linkit directly to an inquiry when we know the inquiry number.

2. Find the contact record (Company) in tkhentact manager that is associate

with this email. Then, decide if the mail represents a NEW inquiry or EXIS
inquiry. In either case, link the email to the existing or new inquiry.

3. Reply to or Forward the Email and don't link it to a HelpDegliry.
4. Close the email and leave it in the Post Office queue.
5. Delete the emall

6. Print the email

Let's discuss # 1 and # 2.

Link directly to an inquiry wheryou know the inquiry number

If you think that the email message that you haveeppelates to a current inquiry, you
can tell Post Office to go directly to the inquiry, link the message, and let you have a
look at it to confirm.

How do you know what inquiry number to which it relatesRPor one, the inquiry
number may appear in theubject line because the message is being returned to you
from an email HelpDesk sent outbound (and includes the inquiry numikar)it may be
that you just 'know' because you work with inquiries all the time and know who a
particular customer may be.

Press on the "Link to Inquiry" button and you will see the following window appear:
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Notice that when this window appeared, it already has an inquiry number selected in
the "Goto Inquiry #" field. Why? This is because HPO will look on the "Subjecthie of

the email and extract an inquiry number if it finds one thedé.there is no inquiry
number on the subject line, this field will be blank.

You can accept this inquiry number (if there or existing), or enter another inquiry
number if you happen tcknow it (our own HEPO processor says she knows the
numbers of many of the open inquiries)f you number starts with "2, then you can
simply enter the inquiry number without preceding numbeiSor example, to link to
inquiry "1-0130", | could enter ghortcut value of "130".

Here's what happens.

If the inquiry number is a valid one, it will go right to the inquiry (either current or
history), open it (if history, it will ask you first, just like if you were opening it from the
main history queue)nisert the email (with attachments) and link it to the inquiry.

At this point, "You Have a Choice'lf for any reason you DO NOT want this email
linked... say it was in fact the wrong record, simply CANCEL the ind@iiypu do not
save the inquiry ochanges to the inquiry and hit CANCEL, the email will NOT be linked
and you will be returned to the open email message, whereupon you have all the
original choices.
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