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Chapter 1 ɀ Getting Started  

 
 

 
 

Users Guide Version 4.0 
 
 
This is one of two Tele-Support HelpDesk manuals.  The System Administratorôs Guide covers 
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. 
 
The HelpDesk Userôs Guide outlines how each screen is presented and best used by support 
technicians, receptionists, and anyone using this program. 

 
 

Installation Installation and Set up are covered in the System Administratorôs 
Guide.  
 

 
Support 
 

Technical support is provided by Resource Dynamics, Inc.  
 
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@resource-dynamics.com 727-367-1020 
Support: support@resource-dynamics.com 727-360-0533 
Web:  www.resource-dynamics.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 HelpDeskStart4.exe) 
 
This program will automatically check that your version of TSHD4.exe is current and 
will prompt you to apply any new updates that may have been applied to the 
server.  That way, you will know that you are always current with the server. 
 
HelpDesk requires a User ID and Password to "Login".  Upon startup, you will see the 
following screen. 
 

 
 
 
 (art work may vary) 

 
User ID Enter your assigned HelpDesk user ID.  This is how 

you will be known in HelpDesk. 
 

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

If the User Name that you enter does not exist, you will get a message "The User 
Specified is not Valid".   Re-enter if correct user is known. 

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

 
 

Auto User on 
Startup (tip) 

You may enter your user ID in the shortcut that starts your 
HelpDesk program.  Example:  HelpDeskStart32.exe user 
name.  This will auto-insert your user ID and require only the 
entry of your password.   

 
If login is successful, you will be taken into the Inquiry Queue Screen, the starting 
screen for HelpDesk.  
 
You will notice art work on your login screen with a link below it.  This 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 and learn 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 Tele-Support 
HelpDesk application. 
 
   MAIN HELPDESK SCREENS 
 

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

Current Inquiry Queue Each line represents an inquiry that has 
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been started but not yet resolved. 
 

History  (Closed)  Inquiry 
Queue                

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

Contacts Queue ¢Ƙƛǎ ǎŎǊŜŜƴ ǿƛƭƭ ƻƴƭȅ ŘƛǎǇƭŀȅ ŦƻǊ ǘƘŜ ά{ǘŀƴŘ 
!ƭƻƴŜέ ŎƻƴŦƛƎǳǊŀǘion of HelpDesk and even 
then, displays only if selected to display in 
the configurations setup. 
 

E-mail Queue  (HelpDesk Post 
Office) 

Shows inbound, outbound, sent, and 
deleted e-mails (if using HelpDesk Post 
Office option) 
 

Task Queue  These are a list of all tasks assigned to 
users.  They include tasks linked to an 
inquiry and those linked to a user only. 

 
New Inquiry Search 
 

 
Screen that you see when you choose 
"New" inquiry button.  This screen allows 
you to choose which contact manager 
contact to which you will link and if you 
want to start a new inquiry, open a current 
inquiry, or re-open a close inquiry. 
 

Open Inquiry 
 

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

Time Record               Time is entered on this screen at the end of 
each session working on an inquiry (only if 
Time record keeping is turned on). 
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Chapter 3 - Inquiry Queue Screen  
 
When you launch Tele-Support HelpDesk, the first screen you see after login is the 
either the My HelpDesk screen or the Current Inquiry Queue Screen. After viewing the 
My HelpDesk screen, one normally goes to the Current Inquiry screen to begin work. 
 
This screen displays current (unresolved) inquiries.   
 
This screen can show all current inquiries, or just inquiries for you and your department, 
depending on your display settings which you can control.  You can also limit it to just 
scheduled inquiries or inquiries holding on a phone line. 
 

 
 
Menu and Icon Bar 

Like most Windows programs, the icon bar at the top represents shortcuts to often used 
features.  IƻƭŘƛƴƎ ȅƻǳǊ ŎǳǊǎƻǊ ƻǾŜǊ ŀƴ ƛŎƻƴ ǿƛƭƭ ŘƛǎǇƭŀȅ ǘƘŜ ƛŎƻƴΩǎ ǇǳǊǇƻǎŜΦ  For a 
complete access to all features in HelpDesk, you may use the menu bar located above 
the icon bar. 
 
 
Graphical Display of Inquiry Summary for the Your Organization 
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To see a graphical display of inquiries for ALL operators and All departments, click on the 

color graphic icon  on the tool bar.  This will provide a graphical display summary 
ŦƻǊ ǘƘŜ ŘŀȅΩǎ ŀŎǘƛǾƛǘƛŜǎ ŦƻǊ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΣ ŀǾŀƛƭŀōƭŜ ōȅ ŘŀǘŜ ǊŀƴƎŜΦ  You can move the 
graph around by right-clicking on the graph and moving your pointer.  You can zoom the 
graph by left-clicking and dragging a zoom window around the desired area to zoom.   
    
 

Viewing Inquiry Detail Information 

 
On the bottom section of the main Inquiry Queue screen is the current browse view of 
open inquires (also called the inquiry grid).  This grid may also reflect History Inquiries if 
the history tab has been selected, or HelpDesk Post Office entries, represented by the E-
Mail tab if this option has been selected in HelpDesk configuration. 
 
Above the browse view are notepads titled άhǊƛƎƛƴŀƭ tǊƻōƭŜƳ bƻǘŜǎέ ŀƴŘ άwŜǎƻƭǳǘƛƻƴ 
bƻǘŜǎέΦ  ¢Ƙƛǎ ŘƛǎǇƭŀȅǎ ǘƘŜ ŎƻƴǘŜƴǘǎ ƻŦ ǘƘŜ ƘƛƎƘƭƛƎƘǘŜŘ ƛƴǉǳƛǊȅΩǎ ƻǊƛƎƛƴŀƭ ǇǊƻōƭŜƳ ƴƻǘŜǇŀŘ 
and is meant to give you a view into the highlighted inquiry detail  without having to 
open the inquiry. 
 
¸ƻǳ Ŏŀƴ ŀƭǎƻ ΨǊƛƎƘǘ ŎƭƛŎƪΩ ƻƴ ŀƴ ƛƴǉǳƛǊȅ ǿƘƛŎƘ ǿƛƭƭ ǇǊŜǎŜƴǘ ŀŘŘƛǘƛƻƴŀƭ ƻǇǘƛƻƴǎ ǘƘŀǘ Ŏŀƴ ōŜ 
performed on an individual inquiry (see ΨwƛƎƘǘ /ƭƛŎƪ hǇǘƛƻƴǎΩ later in this chapter for 
details).  (Note: If certain items are grayed out, check with your administrator to review 
your user rights.) 
 

Inquiry Queue Grid 

 

Views  -  The actual fields represented in the grid, their order, and the size has been 
defined in the HelpDesk Configuration setup options and are user definable.  These are 
ǊŜŦŜǊǊŜŘ ǘƻ ŀǎ άViewsέΦ  ¸ƻǳ Ƴŀȅ ǎŜƭŜŎǘ ŀ ǇǊŜŘŜŦƛƴŜŘ ǾƛŜǿ ŦǊƻƳ ǘƘŜ ΨVƛŜǿ Ψ ŘǊƻǇ Řƻǿƴ 

combo box located just above the inquiry browse grid.     
 
You may alter the current view, for this work session only, and may change the column 
order (by left clicking on a column heading and dragging to a new position).  You 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 can be sorted by clicking on the column 
heading.  Clicking a second time will reverse the sort order of that column.  This allows 
you to easily find the earliest or latest entry by start date, sort by priority, or display the 
information in whatever way is helpful to you in viewing and selecting inquiries. 
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Grouping Entries  -  ¢ƘŜ Ψ/ǳǊǊŜƴǘ LƴǉǳƛǊƛŜǎΩ ƎǊƛŘ όŀƭǎƻ ǘƘŜ Inquiry History grid and 
the Known Issues grid) now has the ability arrange entries in Groups.  And then, once 
grouped, you can sort by any field or column that you wish inside of the selected group.  
IŜǊŜΩǎ Ƙƻǿ ƛǘ ǿƻǊƪǎΦ 
 
5ŜŎƛŘŜ ǿƘƛŎƘ ŎƻƭǳƳƴ ȅƻǳ ǿƛǎƘ ǘƻ ΨƎǊƻǳǇΩΦ  !ǘ ǘƘŜ ǘƻǇ ƻŦ ǘƘŀǘ ŎƻƭǳƳƴΣ ǊƛƎƘǘ ŎƭƛŎƪ ƻƴ ǘƘŜ 
column header to display a menu that appears as follows: 
 

 
 
 
/ƭƛŎƪ ƻƴ ΨDǊƻǳǇ .ȅΩΦ  ¸ƻǳǊ ƴŜw grid will then appear as 
follows, with each group collapsed and the total records in 
each group listed. 
 
 
 
 

IŜǊŜΩǎ ŀƴ ŜȄŀƳǇƭŜ ƎǊƻǳǇŜŘ ōȅ {ǘŀǘǳǎ 
 

 
/ƭƛŎƪ ƻƴ ŀƴȅ άǇƭǳǎέ ƛŎƻƴ ǘƻ ŜȄǇŀƴŘ ǘƘŜ ƎǊƻǳǇΦ  ¸ƻǳ Ŏŀƴ ŜȄǇŀƴŘ ƻƴŜ ƻǊ ƳƻǊŜ ƎǊƻǳǇǎ 
simultaneously. 
 
Once you have grouped a column, you can then click on a column heading to sort 
(within the group) by the selected column either ascending and descending the same 
way you would without any groupings). 
 
²ƘƛƭŜ ƎǊƻǳǇŜŘ ȅƻǳ Ŏŀƴ ΨǊƛƎƘǘ ŎƭƛŎƪΩ ƻƴ ŀƴȅ ŎƻƭǳƳƴ ƘŜŀŘƛƴƎ ŀƴŘ ŎƭƛŎƪ ƻƴ Ψ/ƻƭƭŀǇǎŜ !ƭƭΩ ǘƻ 
ŎƭƻǎŜ ǳǇ ǘƘŜ ƎǊƻǳǇƛƴƎǎ όƻǊ ǘƘŜ Cс ƪŜȅύ ƻǊ ŎƘƻƻǎŜ Ψ9ȄǇŀƴŘ !ƭƭΩ ǘƻ ƻǇŜƴ ǳǇ ŀƭƭ ǘƘŜ 
groupings (or the F8 key). 
 
¢ƻ ƎŜǘ ǊƛŘ ƻŦ ƎǊƻǳǇƛƴƎΣ ǊƛƎƘǘ ŎƭƛŎƪ ƻƴ ŀƴȅ ŎƻƭǳƳƴ ƘŜŀŘƛƴƎ ŀƴŘ ǘƘŜƴ ŎƭƛŎƪ ƻƴ Ψ¦ƴ-ƎǊƻǳǇΩΦ 
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Inquiry Grid Data  -  Some of the columns are self explanatory.  Following is a 
description of fields that require a brief explanation. 
 
 

Alert  
 
  
 
 

 
 
 
 
 
 
 

 
 
 
 
 

 
 
 
 

 

This column will either be blank or contain an 
auto-assigned system flag (icon).  The most 
common use for this is as follows: 
 
If an inquiry is referred to another user, then this 
field is automatically set with a small red dot.  
This dot will remain until the assigned user 
(owner) has opened the inquiry.  This is useful to 
ƪƴƻǿ ǿƘŀǘ ƛƴǉǳƛǊƛŜǎ ŀǊŜ ƴŜǿ ǘƘŀǘ ȅƻǳ ƘŀǾŜƴΩǘ 
read or for a supervisor to quickly see all inquiries 
ǘƘŀǘ ƘŀǾŜƴΩǘ ōŜŜƴ ƻǇŜƴŜŘ ōȅ ǘƘŜ ǳǎŜǊ ŀǎǎƛƎƴŜŘ ǘƻ 
the call. 
 
If an inquiry has a new link of some type, such as a 
linked document, graphic, or inbound email.  The 

icon will look as follows:              
 
If the inquiry has both traits, i.e., has been 
referred and has a new file linked to it, an icon 
with both a link and red dot will appear as 

follows:   
 
If the inquiry has a new Intake Form, then this icon 
will appear.  Like the icons above, it can appear in 
combination with the other icons. 

 
 

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

 
Start Date Depending on how you have this column sized, 

you will only see the date the inquiry was 
started.  If necessary, you can widen the column, 
even temporarily, to also show the start time. 
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Owner This is the currently assigned HelpDesk user or 
department who has responsibility for this inquiry. 

 
Priority This is the currently assigned priority of the 

inquiry.  In HelpDesk configuration, each priority 
may be defined and represented by a unique color 
scheme.  Priorities may be manually changed or 
may automatically change according to a user 
defined escalation scheme as defined in HelpDesk 
configuration. 
 

 
Who, What, When 
 
 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 

This field has several uses. 
 
 
Inquiry is Open 
If the inquiry is OPEN and being worked on by a 
user, an icon representing 'people' with the 
owner's name beside it will appear.  An inquiry can 
only be opened in 'read only' mode if another user 
has the inquiry open.   

The icon will look as follows:   
 
 
Inquiry is Scheduled 
Inquiries may be 'scheduled' for a call back at a 
given place and time See section titled 
"Scheduling" for more details. 
 
If an inquiry is scheduled for a future date, it 

appears as follows:   .   When 
it becomes overdue, it appears as 

follows:   
 
Inquiry is in Wait status 
Inquiries may be put on a 'wait' status while you 
are waiting for the customer to call you back See 
section titled "Scheduling" for more details.   If it is 
in a 'wait' status, it will appear as 

follows:  .   If the 'wait' status is over 

due, then it appears as follows:   
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Line 
 
 
 
 
 
Line only 

If used, this represents the phone line 
extension on which the customer is 
holding.  You can easily change or free this 
field by right clicking on the inquiry and 
ŎƘƻƻǎƛƴƎ ǘƘŜ άǇƘƻƴŜ ƭƛƴŜέ ƻǇǘƛƻƴ ŦƻǊ ŜŘƛǘƛƴƎΦ 
 
Line only  -  You will notice a check box just 
ŀōƻǾŜ ǘƘŜ ƛƴǉǳƛǊȅ ƎǊƛŘ ǘƛǘƭŜŘ Ψ[ƛƴŜ 
ƻƴƭȅΩΦ  Clicking the check box will limit the 
display to only inquiries that have a value in 
ǘƘŜ ΨƭƛƴŜΩ ŦƛŜƭŘΣ ǘƘŜǊŜōȅ ǊŜǇǊŜǎŜƴǘƛƴƎ ŎŀƭƭŜǊǎ 
who are holding on the phone line. 

 
 
 
 

Flag  
 
  
 
 
 

 
 
 

 

In addition to the auto assigned flags, there 
are a number of user defined flags that can be 
set and used to mark the inquiry in one way 
or another.  These manually assigned flags are 
only cleared by manually clearing them. 
 
User defined flags can be set by right clicking 
on the inquiry in the inquiry queue and 
selecting the Flags option or by selecting the 
Flags button on the Open Inquiry screen. 
 
One of the sample flags is as follows:   

 
 

 
¢ƘŜǊŜ ŀǊŜ ŀ ŦŜǿ ƻǘƘŜǊ άōǳǘǘƻƴǎΩ ƻƴ ǘƘŜ LƴǉǳƛǊȅ Browse that should be pointed out.  They 
are: 
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Refresh 
In the HelpDesk configuration, a refresh 
frequency has been defined.  Refresh 
ŜǎǎŜƴǘƛŀƭƭȅ ΨǳǇŘŀǘŜǎΩ ȅƻǳǊ ƛƴǉǳƛǊȅ ōǊƻǿǎŜ ǘƻ 
ΨǊŜŀƭ-ǘƛƳŜ ǾŀƭǳŜǎΩΦ   
 
You may wish to click on the refresh button to 
make sure that all items are updated on your 
ǎŎǊŜŜƴΣ ŜǎǇŜŎƛŀƭƭȅ ǘƘŜ Ψ²I9bΩ ŎƻƭǳƳƴ ǘƘŀǘ 
ǊŜŦƭŜŎǘǎ ΨƛŦ ŀƴ ƛƴǉǳƛǊȅ ƛǎ ŎǳǊǊŜƴǘƭȅ ƻǇŜƴ ōȅ 
ǎƻƳŜƻƴŜ ŜƭǎŜΩΦ 
 
Do not perform a manual refresh unless you 
have a particular reason to do so as it will 
cause unnecessary reading of inquiries over the 
network. 
  
The inquiry grid will refresh automatically upon 
returning from an open inquiry, so give it a few 
seconds and it will do so on it's own. 

 
 

Hide Waiting 
Checking this box will hide all inquiries that are 
ǇǊŜǎŜƴǘƭȅ ǎŜǘ ǘƻ Ψ²!L¢Ω ŀƴŘ ǿƘƻǎŜ ŘŀǘŜ ƛǎ ŀŦǘŜǊ 
the current date and time.  See section titled 
ά{ŎƘŜŘǳƭƛƴƎέ ŦƻǊ Ŧǳƭƭ ŘŜǘŀƛƭǎΦ 
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Display Drop-
down 

 
 
 
My Inquiries 
All Inquiries 
Scheduled or by 
User 

Just above the inquiry grid on the right, you 
will see a drop down combo box titled 
ά5L{t[!¸έΦ  The purpose of this is to 
determine what inquiries will appear in your 
inquiry browse grid. 

 
 
All Inquiries  -  Displays all inquiries in the grid. 
 
My Inquiries -   Displays all inquiries that are 
assigned to your User ID and to your 
Department. 
 
User ID  -  If a User ID is listed here, then only 
inquiries with that specific User ID are 
displayed.  Departmental assignments will not 
be listed. 
 
Department ID  -  Displays all current inquiries 
for a particular department. 
 
Scheduled  -  Shows only inquiries that are 
scheduled.  This will display scheduled 
inquiries for all users and all departments. 

 
 

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

 
 

Working from the Inquiry Queue Screen 

 
The Current Inquiry Queue is the hub of the Tele-Support HelpDesk program. 
 
From this screen, you can: 
 
            ω           Start New Inquiries 
            ω           Open existing Current Inquiries 
            ω           Reopen History Inquiries 
            ω           Send Email, 
            ω           Run Reports 



Chapter 3 ï Inquiry Queue Screen 

18 

            ω           Use HotTips knowledgebase 
            ω           Search other Inquiries for research purposes....  
                        plus many other functions. 
 
[ŜǘΩǎ ƭƻƻƪ ŀǘ ǎƻƳŜ ƻŦ ǘƘŜƳΦ 
 

Opening a Current Inquiry from the Current Inquiry Queue 

 
Often when working from the Current Inquiry 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)                  IƛƎƘƭƛƎƘǘƛƴƎ ǘƘŜ ƛƴǉǳƛǊȅΣ ǘƘŜƴ ŎƭƛŎƪƛƴƎ ƻƴ ǘƘŜ ΨhǇŜƴΩ ƛŎƻƴ ƻƴ ǘƘŜ ƳŜƴǳ 
bar, or 

b)                  Double clicking on the highlighted inquiry, or 
c)                  Clicking Inquiry, Open from the Menu Bar (inquiry has been selected on 

grid), or 
d)                  Right-ŎƭƛŎƪ ǘƘŜ ƛƴǉǳƛǊȅ ŀƴŘ ǎŜƭŜŎǘƛƴƎ ΨhǇŜƴΩ 

 
If there are no system messages. (regarding contracts expired or about to expire), you 
will be taken immediately to an Open Inquiry screen.  From here you can work 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 

Inquiry Queue screen.   
 
Below is a full view of a History Screen 
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When you come 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 to suit 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 
ŜŀǊƭƛŜǊ ƛƴ ǘƘƛǎ ŎƘŀǇǘŜǊ ǳƴŘŜǊ Ψ/ǳǊǊŜƴǘ LƴǉǳƛǊƛŜǎΩΦ 

Quick Filter 

 
In addition to date and owner, you may use the "Quick Filter" to easily narrow and find 
the desired record. 
 
The quick filter looks as follows: 

 

                                                     
                 field to search          type of search           search value 
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To use the Quick Filter, you may change the value of the field to search (using a drop 
down menu of choices) and the type of search (again using a drop down menu).  Lastly, 
start typing the value with which to search.   As you type, the filter will take effect, 
character by character.  It is very fast and very efficient. 
 

 

Re-Open a History (Finished) Inquiry from the History Queue 

 

  
 
By selecting the History tab, you may select a history inquiry and reopen.  To help in 
choosing the right inquiry, you will see 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)                  wƛƎƘǘ ŎƭƛŎƪ ƻƴ ƛǘ ŀƴŘ ŎƘƻƻǎŜ ΨǊŜƻǇŜƴΩ ŦǊƻƳ ǘƘŜ ƳŜƴǳΦ 

 
 

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 readily visible on the 
screen.   
 
To locate an inquiry in HelpDesk, use the FIND function.  It can be activated by clicking 

ƻƴ ǘƘŜ ΨCƛƴŘΩ ƛŎƻƴ  on the toolbar or via the menu bar, Inquiry, Find.   Below is the 
FIND INQUIRY screen. 
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To find an inquiry, make entries into the following fields. 
 

 Field to 
Search 
 

¢Ƙƛǎ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ǎŜƭŜŎǘ ŀƴȅ ƻŦ IŜƭǇ5ŜǎƪΩǎ 
ƛƴŘŜȄŜŘ ŦƛŜƭŘǎΣ ƛƴŎƭǳŘƛƴƎ ǘƘŜ άLƴǉǳƛǊȅ User 
5ŜŦƛƴŜŘέ ǘŜȄǘ ŦƛŜƭŘǎΦ   Below is a sample of 
choices.   

 

 
 

Value 
 

This is the value to use for the search.  The search 
ƛǎ ǇŜǊŦƻǊƳŜŘ άƛǎ ŎƻƴǘŀƛƴŜŘ ƛƴέ ŀƴŘ ǿƛƭƭ ŦƛƴŘ ǘƘŜ 
text string anywhere in the field being 
searched.   The search is NOT case sensitive.   

 
Look In Choose between ALL inquiries, CURRENT inquiries, 

or HISTORY inquiries.   
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Date 
Between 
 
 
From / To 
 

You may limit the selection according to date, 
requiring that the start date of the inquiry be in a 
given date range. 
 
LŦ ǘƘŜ ΨŦǊƻƳΩ ŘŀǘŜ ōƻȄ ƛǎ ŎƘŜŎƪŜŘΣ ǎǘŀǊǘ ŘŀǘŜǎ ǿƛƭƭ 
begin at this date.  If unchecked, the beginning 
date will be at the earliest date possible. 
 
LŦ ǘƘŜ ΨǘƻΩ ŘŀǘŜ ōƻȄ ƛǎ ŎƘŜŎƪŜŘΣ ǎǘŀǊǘ ŘŀǘŜǎ ǿƛƭƭ ŜƴŘ 
at this date.  If unchecked, the ending date will be 
ŀǘ ΨǘƻŘŀȅΩǎΩ ŘŀǘŜΦ 
 
You may use the date select check boxes at the 
bottom to help you quickly enter a desired date 
range.   

 
Once you have made 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 clicking on it or by highlighting 
it and clicking on the OPEN button. 
 
 

GO TO ï 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 callers to use when they call back.   
 

If this is the case, click on the GOTO icon  or access the GOTO function from the 
menu bar under Inquiry, Goto.   The GOTO screen is shown below. 
 
If the inquiry entered is found, the found inquiry is automatically opened. 
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Note: You do not have to enter hyphen in the inquiry number.  Example:  to find inquiry 
1-1555, you could just enter 11555. 
 

óRight Clickô Options from the Current Inquiry Queue Screen 

 

 

   Some options found in on the menu or icon bar are  
   also available by right clicking on an inquiry in the  
   Inquiry Queue.  These options are  
 

 ω   Open Or Delete highlighted Inquiry 
 ω   Create New Inquiry 
 ω   Go To an Inquiry using Inquiry # 
 ω   Refer an Inquiry that is highlighted 
 ω   Schedule, Wait, or Escalate highlighted Inquiry 
 ω   Change phone line of highlighted inquiry 
 ω   View Time Logs for highlighted Inquiry 
 ω   Set Inquiry Flags 
 ω   Print highlighted inquiry 
 

 
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 inquiry.  When you have the 
ƛƴǉǳƛǊȅ ƻǇŜƴΣ ƛǘ ƛǎ άƭƻŎƪŜŘέ ƛƴ ǘƘŜ ǎȅǎǘŜƳΤ ƴƻ ƻƴŜ 
else can open the same inquiry for editing. 

 
New Inquiry To start a new inquiry.  Opens the New 

Inquiry screen to connect to your contact manager 
contact.  This option works the same as the 
Inquiry, New option from the Tele-Support 
HelpDesk main menu. 
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Delete Inquiry Deletes the highlighted inquiry and associated time 
records as well as records from the Links 
database.  Choosing to do this will warn you of time 
records that may also be deleted.  You must have 
the proper security rights to do this. 
 

GoTo Will open up the highlighted inquiry. 
 

Refer This option works the same as Refer on the Open 
Inquiry screen.  It is included here so that a 
manager can easily shift an inquiry from one 
operator to another without actually opening the 
inquiry. This feature allows you to re-allocate the 
inquiry load when inquiries stack up for a certain 
department, while another department is idle. 

 
Schedule 
 

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

Phone Line If a person who was holding has hung up, or if they 
called again on a different line, this option enables 
ȅƻǳ ǘƻ ǉǳƛŎƪƭȅ ŎƘŀƴƎŜ ǘƘŜ ά[ƛƴŜέ ŘŜǎƛƎƴŀǘƛƻƴ 
without opening the inquiry.  

 
Time Log The Time Log entry will only show if you have Time 

Log selected in Tele-Support HelpDesk Setup. Time 
logs are time entries made every time someone 
works on an inquiry.  These logs give an accurate 
accounting of the exact time spent by everyone 
who works on the inquiry.  The Time log screen 
shows a grid of all time log entries in date-time 
order as well as the corresponding notepads from 
the inquiry record.  These time logs are for read-
only purposes and cannot be edited when 
accessed from the inquiry queue. 
 
Being able to see the Notepads allows you to 
easily look into all notepads of the inquiry without 
opening up the inquiry. 
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Flags Users may assign manually a flag to denote a 
condition of your own choosing.  Flags may be 
accessed and assigned from this option.  Use them 
however you may wish to indicate something 
special about an inquiry.  There are seven different 
colored flags that may be assigned. 
 

 
 

Print Used to print a built in printout of the highlighted 
current inquiry. 
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Chapter 4 - Adding a New Inquiry  
 
Whenever a client calls for help, the call is logged into the HelpDesk system as an 
άLƴǉǳƛǊȅέΦ  An inquiry 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, you receive a call from a customer needing assistance. You will click on 
the NEW inquiry icon from the Menu Icon Bar as shown from the main Inquiry Queue 
Screen below: 
 
 

 
 
or, you may choose Inquiry, New from the menu bar. 
 
This will take you to the New Inquiry screen where you will next lookup and find the 
company or organization in the contact manager of the person calling. 
 

The New Inquiry Screen 

 
The New Inquiry screen 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 the form. 
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Note:     Depending on the contact manager to which you are connecting, there 
will be slight differences in a few of the features presented.   Those differences 
are noted below. 

 

 

New Contact / Edit Contact (Stand-Alone Only) 

 
Note:     For Stand-Alone Contact Manager, you will see two extra buttons just 
above the grid display of names as follows: 

 
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 contacts grid at the 
bottom of the screen. 
 
{ŜŜ /ƘŀǇǘŜǊ муΣ ά¦ǎƛƴƎ ǘƘŜ {ǘŀƴŘ !ƭƻƴŜ /ƻƴǘŀŎǘ aŀƴŀƎŜǊέ 
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Company Record Selection (ACT 2005-2009 Only) 

 
Note:     For ACT 2005 ς 2007 Contact ManagerΣ ƛŦ άŎƻƳǇŀƴȅ ƭŜǾŜƭ ƳŀǇǇƛƴƎέ ƛǎ 
enabled in the Helpdesk contact manager advanced options, you will see an extra 
ōǳǘǘƻƴ Ƨǳǎǘ ǘƻ ǘƘŜ ƭŜŦǘ ƻŦ ǘƘŜ άŎǊŜŀǘŜ ƴŜǿ ƛƴǉǳƛǊȅέ ōǳǘǘƻƴΣ ŀǎ ŦƻƭƭƻǿǎΥ 

 
 
 

When this button   is clicked, the following screen will 
appear, allowing a user to select the company record that should be used in 
association with the ACT contact record, as contacts can be linked to multiple 
companies in ACT: 
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In this case, the selected contact, Christy Teague, is associated with four 
ŎƻƳǇŀƴƛŜǎΦ Lƴ ǘƘŜ ŜȄŀƳǇƭŜ ŀōƻǾŜΣ ǿŜ ǿƛƭƭ ǎŜƭŜŎǘ ά9ƭƭƛƻǘǘΩǎ 5ŜǇŀǊǘƳŜƴǘ {ǘƻǊŜέ ŀǎ 
the chosen company. This means that any company-level mappings used in 
IŜƭǇ5Ŝǎƪ ŦƻǊ ǘƘƛǎ ƛƴǉǳƛǊȅ ǿƛƭƭ ōŜ ƳŀǇǇŜŘ ǘƻ ǘƘŜ ά9ƭƭƛƻǘǘΩǎ 5ŜǇŀǊǘƳŜƴǘ {ǘƻǊŜέ 
company in ACT. 
 

 
 

Database to Use (GoldMine and TeamScope Only) 

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

Note: This applies to GoldMine and TeamScope only.  Act! will use the database 
selected during installation). 

 
For Stand-Alone, the internal contact database will automatically be used. 
 
Use the Database to Use drop down box to make a choice.  If you always use the same 
database, you will not have to change this value as it will always have the last database 
value used. 
 
Field 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. 
 
There are 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 ALL fields that CONTAIN the value you enter. (varies 
according to contact manager). 

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

 
 
 

By default, BEGINS WITH is selected.  Equal to means that a search 
matches your search value left to right for the number of characters you 
entered as a search value.  The search is not 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:  ¢ƘŜ ŘŜŦŀǳƭǘ ǎŜŀǊŎƘ ƛƴŘŜȄ ǿƛƭƭ ōŜ Ψ/ƻƳǇŀƴȅΩ ǘƘŜ ŦƛǊǎǘ ǘƛƳŜ ȅƻǳ ǳǎŜ ǘƘƛǎ ǎŎǊŜŜƴ 
during the current working session.  Each time you return to the New Inquiry 
screen, the index last used will be the default.  If you leave HelpDesk and return, 
ǘƘŜ Ψ/ƻƳǇŀƴȅΩ ŦƛŜƭŘ ǿƛƭƭ ōŜ ȅƻǳǊ ŘŜŦŀǳƭǘ ƛƴŘŜȄΦ 

 
Lƴ ǘƘŜ ŜȄŀƳǇƭŜ ōŜƭƻǿΣ ǿŜ ŎƘƻǎŜ /ƻƳǇŀƴȅ ŀƴŘ ŜƴǘŜǊŜŘ ǘƘŜ ǘŜȄǘ ά59t!w¢έΦ  The value is 
case insensitive (upper or lower case does not matter). 
 
Clicking on the Search button (or pressing the Enter key) will perform the search. 
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IŜƭǇ5Ŝǎƪ ǿƛƭƭ ǊŜǘǳǊƴ ŀƭƭ ǊŜŎƻǊŘǎ ǿƘŜǊŜ ǘƘŜ ǿƻǊŘ ά5ŜǇŀǊǘέ ƛǎ ŦƻǳƴŘ !b¸²I9w9 ƛƴ ǘƘŜ 
company name. 
 

Tip:     Often a quick way to identify someone if you are having trouble by name or 
company, is by phone number.  With the search method above, 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). 

 
CƻƭƭƻǿƛƴƎ ƛǎ ǘƘŜ ǊŜǎǳƭǘ ƻŦ ŀ ǎŜŀǊŎƘ ǳǎƛƴƎ άŘŜǇŀǊǘέ ǿƛǘƘ Is Contained In selected.  Notice 
that it found companies ǘƘŀǘ ŎƻƴǘŀƛƴŜŘ ǘƘŜ ƭŜǘǘŜǊǎ άŘŜǇŀǊǘέΦ 
 
 

 
 
The search function will return up to maximum of 100 records at once.  If you donôt find your 
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 

 
 
As you highlight an entry in your 
returned search list, you will see 
information from the contact manager 
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appear in the upper right portion of your screen. 
 
This information is to help you identify and choose the right contact record 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. 

 

        
 

If the contact highlighted has either a current inquiry or previous history 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 or not active... 
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 TAB:    If 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 resolution notes and links rather than start a whole new 
inquiry ticket. 
 
In either case, you can Open a Current Inquiry, Reopen a Closed Inquiry, or Create New 
a brand new Inquiry for this caller. 
             
Below is a sample of the screen when looking undeǊ ǘƘŜ Ψ/ǳǊǊŜƴǘ ¢ŀōΩΦ 
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Screen found under the Current Tab 
 
Once you have decided whether to start a NEW inquiry, OPEN an already current 
inquiry, or REOPEN a past history inquiry, you will be brought to the OPEN 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 will see there is the primary contact as exists in your contact manager. 
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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 HelpDesk 
inquiries. 
 

 
 
Above, you will see that in addition to Selma Cooper, we have dealt with Bob in 
Accounting on a previous call.  If this is Bob calling now, we can select this from the drop 
down list and it will pull all contact information for Bob and include 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 
manager, and then wish to initiate a HelpDesk inquiry, you may easily do so by using the 
Auto Lookup feature.  
 
Note:  The Auto Lookup feature 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 desired 
contact in the contact manager. 
 

2. Assuming you have HelpDesk open, click on the HelpDesk icon in your 
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 open" 
Contact Manager record, and make a link to that record. 
 
You will see in the "found" records on you New Inquiry screen, the 
Contact Manager record you just left.   This means you do NOT have to 
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.  Please contact support and request a ñHot Tipò for ACT! Remote Link. 
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Chapter 5 - Open Inquiry Screen  
 
 

The Top Section - Name and General Information 

 

 
Open Inquiry Sample Screen  
 
The Open Inquiry screen is the screen you will be on while you are on-line with the 
customer.  You can get to this screen by Opening (or re-opening) an inquiry from the 
New Inquiry screen.   
 
You can also get to this screen by selecting Inquiry, Open from the Inquiry Queue, or by 
double clicking on an inquiry from Inquiry Queue.   
 
The upper left portion of the screen contains 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.  
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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 only.  This information becomes part of the 
Inquiry and is not written back to the contact manager. 
 
 

Inquiry 
Number 

The inquiry number is automatically assigned by 
the system.  The number is sequential, and is 
contained in two parts.  The last four digits 
comprise a number between 0001 and 9999.  The 
preceding digit starts with 1 and goes up, 
incrementing for every 10,000 inquiries.   

 
 

When starting a new inquiry, the very first thing that you should do is verify 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 contact person 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 changed.  The company is 

always the company listed in the contact record. 
 
Notice the ... (three dots) to the right of the 
company name.  Pressing on this will display the 
full Company information that was pulled into the 
inquiry from the contact manager.  Change as 
required.  You are only changing the information 
in the inquiry.  Changes will not be reflected in the 
contact manager. 

 
Phone Enter the phone number of the contact.  If the 

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

 
Extension Enter the telephone extension for this contact  
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Email Enter the email address for this contact.  This field 
is required in order to email hot-tips or other 
information to the contact.   
 

User Fields /ƭƛŎƪƛƴƎ ƻƴ ǘƘŜ ά¦ǎŜǊ CƛŜƭŘǎέ ōǳǘǘƻƴ ǿƛƭƭ ŘƛǎǇƭŀȅ 
the value of any user-defined contact fields 
specified` in the contact manager mappings in 
HelpDesk configuration. 

 
 

Inquiry Information  

 

 
  Inquiry Details of Open Inquiry Screen 
 
 
The upper right portion of the screen is where we enter information about the call 
 

 
Category 
 
(required 
field) 

 
Enter the general category for the inquiry.  These entries will be 
different for every site.  For software support, for instance, category 
ƳƛƎƘǘ ōŜ άIŀǊŘǿŀǊŜέΣ ά5h{έΣ ά¦ƴƛȄέΣ ƻǊ ά²ƛƴŘƻǿǎέΦ  
 
This code is used in reports and tracking so that you can later learn 
how much time is spent handling inquiries for each category.   
 
Click on the drop down arrow and pick from the pre-
defined  choices.    
 
Note:   Both Category and Product may already have values, even on 
a new inquiry, as default values may have been defined in HelpDesk 
configuration. 
 
This is a required field, but you can choose NONE if you set this up in 
HelpDesk Configuration. 
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Product 
 
(required 
field) 

Enter the product code for the inquiry.  The product field is άƭƛǎǘ 
ŘŜǇŜƴŘŜƴǘέ ƻƴ ǘƘŜ /ŀǘŜƎƻǊȅ ŦƛŜƭŘΦ  This means that all product 
codes are linked to a category master item.   
 
 As in Category, you may use the drop down box to pull up a list of 
product choices linked to the Category item above it. 
 
This code is used in reports and tracking so that you can later learn 
how much time is spent handling inquiries for each product and/or 
category.  
 
This is a required field, but you can choose NONE if you set this up 
in HelpDesk Configuration. 
 

 
Description Try to summarize the reason the client is calling into just a few key 

words.  You do not have to make a sentence.  Use key words that 
might apply to the call.   
 
You may type information in this field or press F2 to get a list box 
or click on the three dots at the end of the line to select standard 
text.   
 
The text you enter in the description field will be the first search 
parameter in the Hot-Tip knowledgebase search if you use Hot-
Tips.  If you use the word PRINTER in this field, all the tips that 
have PRINTER as a key word will be selected. 

 
Status 
(required 
field) 
 

Enter the current record status or select from a list box.   

 
Priority 
 
(required 
field) 

You will see a default priority as in the HelpDesk setup.  A 
priority is required.  Select priority from the priority list box.  The 
priority system may be used to automatically escalate this 
inquiry after a set time period.  
 
Your system may be using priority escalation.  (See later in this 
document.)  Check with your administrator to see if this is being 
used. 
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Due Date This field is optional.  It is used when you want to set an absolute 
date when this inquiry must be finished.   When that date 
becomes due or overdue, an overdue flag will appear in your 
Inquiry Queue ǎŎǊŜŜƴ ǳƴŘŜǊ ǘƘŜ ŎƻƭǳƳƴ ƘŜŀŘƛƴƎ άŘǳŜ ŘŀǘŜέΦ 

 
Line Enter the phone line designation for the caller.  For instance, if 

ȅƻǳ Ŏŀƭƭ ȅƻǳǊ ƭƛƴŜǎ ά[ƛƴŜ мΣ [ƛƴŜ н ŀƴŘ [ƛƴŜ оέΣ ǘƘŜƴ ŜƴǘŜǊ ǘƘŜ 
number 1, 2 or 3 to indicate what line the caller is on.   If the 
inquiry is a fax or email, leave this field blank to indicate that 
the inquiry is not on any phone line. 
 
/ƭƛŎƪ ǘƘŜ ŎƘŜŎƪōƻȄ ά[ƛƴŜ ƻƴƭȅέ ƻƴ the current inquiry queue  to 
see just calls where there is a value in the line column. 

 
Billable Check this box to indicate whether the time spent on this inquiry 

is billable by default.  If you are using the full billing screen, this 
checkbox will be the default value on individual time records.  As 
this is a default only, you can mark individual time records billable 
or not as required.   

 
Work Flow 

 
If this feature is ΨǘǳǊƴŜŘ ƻƴΩΣ ǘƘŜƴ ŎƘŜŎƪƛƴƎ ǘƘƛǎ ōƻȄ ƳŜŀƴǎ ǘƘŀǘ 
the work flow item will be performed is conditions are met.  If 
unchecked, then it will not be performed, even if the work flow 
condition is true. 

 
Flag This allows you to assign a user-defined flag to an inquiry or 

ŜƴǘŜǊ ŀ Ψƴƻǘ ǊŜŀŘΩ ŦƭŀƎ ǘƻ ŀƴ ƛƴǉǳƛǊȅΦ  (See right click options of 
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 represents the total duration this call 

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

 
Time Worked This represents the sum total of the logged time as 

summed up by each time record associated with 
this inquiry. 
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The Middle Section ï 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 'may' include (depending on configuration options chosen): 
      Inquiry View Tabs (standard and custom tabs) 
      Intake Forms 
      RMAs 
      Contract Tracking 
      Time Logs 
      History 
       

Inquiry View Tabs - Standard 

 

These tab represent data that is coming directly from the contact manager or from 
fields that were designed in the inquiry record itself.  Again, the fields represent either 
 
            ω           Contact Manager,  or 
            ω           Inquiry User Definable Fields  
 
Prior to HelpDesk version 4, there were only three standard tabs, fixed at up to 14 fields 
each.  Now, with version 4 of Tele-Support HelpDesk, you may see Inquiry Tabs with 
fixed fields or Custom Tabs with unlimited fields instead.   In either case, they work the 
same and can have the same information on them. 
 
An explanation of the different fields types are as follows: 
 

Contact Manager Fields 

Each of the three tabs can be defined to show unlimited fields from the contact 
manager.  Each field was marked in the HelpDesƪ ǎŜǘǳǇ ŀǎ ōŜƛƴƎ άǾƛŜǿ ƻƴƭȅέ ƻǊ άǾƛŜǿ 
ǿƛǘƘ ŜŘƛǘέ ǇŜǊƳƛǎǎƛƻƴΦ  LŦ ǘƘŜȅ ŀǊŜ ΨέǾƛŜǿ ƻƴƭȅέΣ ǘƘŜƴ ǘƘŜ ŦƛŜƭŘǎ ǿƛƭƭ ōŜ ƎǊŀȅŜŘ ƻǳǘ ŀƴŘ ƴƻǘ 
allow data editing.  These fields are actual fields in your contact manager.  If you are 
allowed to edit these fields, you are actually changing information in your contact 
manager.  The information from the contact manager does not remain with the inquiry 
ŀƴŘ ǿƛƭƭ ŀƭǿŀȅǎ ǊŜǇǊŜǎŜƴǘ άǳǇ ǘƻ ŘŀǘŜέ ƛƴŦƻǊƳŀǘƛƻƴ ŦǊƻƳ ǘƘŜ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊΦ  (Some 
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contact manager fields do not permit editing, such as email in ACT!  Your administrator 
will so indicate if this is true). 
 

Inquiry User-Definable Fields 

We stated above that the first three tabs represented information from the contact 
manager.  For the most part, that will be true.  But in HelpDesk setup, there is the ability 
to create user definable fields that are part of the inquiry record itself.  Your 
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 fields 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 definable inquiry fields can be used in custom reporting.   
 
Before using Inquiry user definable fields, please explore Intake Forms as another 
method of storing user defined information within the inquiry record. 
 
TIP:  Each screen (tab view) can consist of a mixture of contact manager fields and 
Inquiry fields. 
 
 

The 'Other' Tabs in the Middle Section 

 

 
 
 

The First 3 
Tabs 
 

The first three tabs, as described, are user 
definable and represent fields mapped to your 
contact manager. 

 

Intake Forms 

 

Intake Forms tab is used to start a NEW Intake 
Form or access previously entered Intake Forms. 
 
ό{ŜŜ /ƘŀǇǘŜǊ мрΣ ά LƴǘŀƪŜ CƻǊƳǎέύ 
 
If you see a plus sign  to the right of the tab 
name, there are one or more Intake Forms to 
view. 
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Links 

 

Links tab is used to start a NEW Link or access 
previously entered Links. 
 
Links may consist of outbound and inbound email 
attachments, files, graphics, etc. as you may have 
entered manually or added automatically by 
HelpDesk 
 
(See later section for full details about Links) 
 
If you see a plus sign  to the right of the tab 
name, there are one or more Links to view. 
 

 

Time Logs 
If the current inquiry has previous time records 
associated with it, you will see a plus sign after the 
ǘŀō Ψ¢ƛƳŜ [ƻƎǎΩΦ  Clicking on this tab will display 
previous time records in a time log grid. 

 
Time Logs From the time log grid, you may, if you have user 

rights, Delete a time log, Add a New time log, or 
View and Edit an existing time log.    
 
You do not normally enter time logs here.  When 
you click OK, Refer, or Finish, you will be taken to a 
time record for this work session and may enter 
your time worked there (if "full billing" has been 
turned on in configuration setup).  
 
Note:  When editing or deleting time logs, if the 
ŘŜƭŜǘƛƻƴ ƻǊ ŜŘƛǘƛƴƎ ǿƛƭƭ ŀŦŦŜŎǘ ΨōƛƭƭŀōƭŜ ǘƛƳŜΩ ǘƘŜƴ 
the program will ask for a reason for the change 
and it will be logged into a file called 
TIMELOGEDIT.   HelpDesk will change the minutes 
in the contact manager if using Contract Tracking 
and will also log the change into a special audit file 
which can be reported from a custom Crystal 
report written by you the user. 
 
Note:  Even If you are not using contract tracking, 
time log edits, and deletions are logged into the 
special file.   
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History 
The History tab will display all other inquiries for 
the contact whose inquiry you now have open. 
 
This is helpful to see other issues that may have 
had and how they were resolved. 
 
TIP:  Columns can be sorted for quick results: 

 
 
Other Tabs: 
 
 

RMA 
If the RMA feature has been turned on in 
HelpDesk setup, you will see a tab labeled RMA.   
 
If you see a plus sign to the right of the tab 
description, there are one or more RMAs that can 
been seen. 
 
(See later section for full details about RMA 
feature.) 

 
 

Contract 
If the Contract Tracking feature has been turned 
on in HelpDesk setup, you will see a tab labeled 
Contract.   
 
Clicking on this tab will display only all current 
contract information, including purchased and 
remaining time. 
 
(See later section for full details about Contract 
Tracking  feature.) 

 
 
 

Inquiry Notepads 
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Notepads on bottom of open inquiry screen 
 
The bottom section contains two main notepads.   They are: 
 

Original 
Problem 
Notes 

This section contains information about the 
original problem and its description.  Notes are 
entered by clickƛƴƎ ƻƴ ǘƘŜ Ψ!ŘŘ bƻǘŜΩ ōǳǘǘƻƴΣ ǘƘŜƴ 
ŎƭƛŎƪƛƴƎ ΨhYΩ ǿƘŜƴ ŦƛƴƛǎƘŜŘΦ   All entries are 
stamped with the user name, date, and time. 
 
Depending on your security settings, you may only 
be allowed to add new notes and not update prior 
notes entered. 

 
Resolution 
Notes 

Enter all notes and information that relate to the 
solving of the problem or action taken.  The latest 
notes will always appear on top. 
 
Tip:  For a more organized note system, 
investigate the use of Intake Forms.  This is 
especially helpful if your notes are plentiful. 

 
Contact 
Notes 

If you are using GoldMine or TeleMagic, clicking on 
Contact Notes will display the Notepad from the 
Contact Manager.  You may add notes from this 
screen into the contact manager notepad using 
the same key strokes as adding to resolution 
notes. 
 
Note:  Be sure your administrator allows you to 
add notes to the contact manager.  Many 
ƛƴǎǘŀƭƭŀǘƛƻƴǎ ǿƛƭƭ ǳǎŜ ǘƘŜ ά!ŘŘ IƛǎǘƻǊȅ ¢ǊŀƴǎŀŎǘƛƻƴέ 
to contact manager instead of editing the contact 
manager notepad. 
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NOTE: 
 
Display Small 
or Large 
Notepads 

The amount of space for notepads in the standard 
view is small so that other data can be displayed 
on the screen at one time.   
 
To see more text in your notepads, you may toggle 
ǘƘŜ ōǳǘǘƻƴ ά9ȄǇŀƴŘ bƻǘŜǎέ ŀǘ ǘƘŜ ōƻǘǘƻƳ ƭŜŦǘ ƻŦ 
your open inquiry screen.  The large screens will, 
ƘƻǿŜǾŜǊΣ ŎƻǾŜǊ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ƛƴ ǘƘŜ ΨƳƛŘŘƭŜ 

ǎŜŎǘƛƻƴΩΦ    
 
 
 

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 access 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 
άǿŀƛǘέ ǎǘŀǘŜΣ refer, change escalation, and more. 
 
²ŜΩƭƭ ŘƛǎŎǳǎǎ ŜŀŎƘ ƻŦ ǘƘŜǎŜ ōǳǘǘƻƴǎ ǎŜǇŀǊŀǘŜƭȅ ƻƴ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ǇŀƎŜǎΦ  
  
 

The HelpDesk Timer 

 
¸ƻǳΩƭƭ ƴƻǘƛŎŜ ǘƘŀǘ ǿƘƛƭŜ ŀƴ ƛƴǉǳƛǊȅ ƛǎ ƻǇŜƴΣ ŀ ǘƛƳŜǊ ƛǎ ŘƛǎǇƭŀȅŜŘ ƛƴ ǘƘŜ ōƻǘǘƻƳ ǊƛƎƘǘ ŎƻǊƴŜǊ 
of the screen.  This time will be displayed to you as logged time 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 timer.  If you stop it, it turns red and blinks to remind you to 
restart it when you return or are ready.  You may likewise reset it to zero after 
confirming your intentions. 
 
 

Copying Inquiry Information to Windowôs Clipboard 
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By selecting the icon located on the upper right of the icon tool bar,  you 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 add inquiry 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 This means you are through working on the 

inquiry, but it is not yet resolved.  The inquiry will 
remain as an Open inquiry and appear in 
the Current Inquiry Queue screen.   After clicking 
ƻƴ hYΣ ȅƻǳ ǿƛƭƭ ōŜ ǘŀƪŜƴ ǘƻ ǘƘŜ ά.ƛƭƭƛƴƎ 
LƴŦƻǊƳŀǘƛƻƴέ ǎŎǊŜŜƴΦ 

 
Cancel This cancels any changes made on the inquiry.  If it 

was a new inquiry, Cancel will not create the 
inquiry and the assigned inquiry number will not 
be re-used. 

 



Chapter 5 ï Open Inquiry Screen 

48 

Refer Referring an inquiry allows you to assign the 
inquiry to either another USER or 
DEPARTMENT.  The REFER also allows you to 
change the priority level of the inquiry and to send 
the new owner an email with inquiry details. 
 
In the illustrated screen below, you can quickly see 
who is logged into HelpDesk.  Even if a user is not 
logged in, you can still refer an inquiry to that User 
or to a Department only. 
 
¢ƘŜ ΨbƻǘƛŦȅ ōȅ 9ƳŀƛƭΩ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ŎƘƻƻǎŜ ǘƻ ƘŀǾŜ 
ǘƘŜ ϥǊŜŦŜǊǊŜŘ ǘƻ IŜƭǇ5Ŝǎƪ ƻǇŜǊŀǘƻǊΩ ōŜ ƴƻǘƛŦƛŜŘ ōȅ 
email (whose email is defined in their user 
setup.  This is helpful if you have someone who 
does not regularly log into HelpDesk but needs to 
know they have an inquiry waiting).  
 
After changing the user assignment, you will be 
ǘŀƪŜƴ ǘƻ ǘƘŜ ά.ƛƭƭƛƴƎ LƴŦƻǊƳŀǘƛƻƴέ ǎŎǊŜŜƴΦ 

 

 
άRefer ¢ƻέ {ŎǊŜŜƴ 

 
! ƎǊŜŜƴ ƭƛƎƘǘ ƴŜȄǘ ǘƻ ǘƘŜ ǳǎŜǊΩǎ ƴŀƳŜ ƛƴŘƛŎŀǘŜǎ ǿƘƛŎh 
Users are logged into HelpDesk. 
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Note:  ̧ ƻǳ Ŏŀƴ ǎǘƛƭƭ ǊŜŦŜǊ ǘƻ ŀƴȅ ǳǎŜǊ ƻƴ ǘƘŜ ƭƛǎǘΣ ŜǾŜƴ ƛŦ ǘƘŜȅ ƘŀǾŜ ŀ ΨǊŜŘ ƭƛƎƘǘΩ ŀƴŘ ŀǊŜ ƴƻǘ 
logged into HelpDesk currently. 
 
The new owner will know that they have a new assigned inquiry because the 'system 
flag' column 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 information and then refer them to actual HelpDesk technicians, 
then you may wish at this point to REFER the call (or first add a few notes to Original 
Problem Notes).  If so, you would click on the Refer button at the bottom of the screen 
and choose the HelpDesk User or Department to whom the inquiry should be 
assigned.  Only departments or users on this list may be selected. 
 
 

Finish ¢ƻ άCƛƴƛǎƘέ ŀƴ ƛƴǉǳƛǊȅ ƛǎ ǘƻ ŎƻƳǇƭŜǘŜ ǘƘŜ 
current work session and declare it 
άwŜǎƻƭǾŜŘέΦ  The resultant inquiry will then 
appear as history. 
 
CƛƴƛǎƘƛƴƎ ŀƴ ƛƴǉǳƛǊȅ ǿƛƭƭ ǘŀƪŜ ȅƻǳ ǘƻ ŀ άCƛƴƛǎƘ 
LƴǉǳƛǊȅέ ǎŎǊŜŜƴ ŦƻƭƭƻǿŜŘ ōȅ ǘƘŜ ά.ƛƭƭƛƴƎ 
LƴŦƻǊƳŀǘƛƻƴέ ǎŎǊŜŜƴΦ 

 
 
 

The Finish Screen 

 
When you finish an inquiry, an inquiry completion screen is displayed.  This screen 
collects final information about this inquiry so that it can be analyzed. 
 
¢ƘŜ άCƛƴƛǎƘέ ǎŎǊŜŜƴ ǿƛƭƭ ƻƴƭȅ ŀǇǇŜŀǊ ƛŦ ȅƻǳ ƘŀǾŜ ǎŜƭŜŎǘŜŘ άCƛƴƛǎƘέ ŦǊƻƳ ǘƘŜ ƻǇŜƴ 
inquiry.     
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The prompts 'Status', 'Reason', and 'Call Prevention Notes' are customizable in HelpDesk 
configuration setup.  The prompts may appear differently on 'your' installation. 
 
 

Status Use the List Box or enter the final Status for the 
inquiry. 

 
Reason Use the List Box or enter the Reason for the call, 

ǎǳŎƘ ŀǎ άōŀŘ ŘƻŎǳƳŜƴǘŀǘƛƻƴέ ƻǊ άƻǇŜǊŀǘƻǊ ŜǊǊƻǊέΦ   
 

Call 
Prevention 
Notes 

The purpose of this field is to create a note that 
will help prevent this type of call in the 
future.  While it is easy to leave it blank, it is best 
to think a moment, and decide if a note is 
appropriate.   
 
The Call Prevention Report summarizes these 
notes by product, category and customer so that 
action can be taken to prevent calls.  This report is 
very helpful to management to analyze and fix 
areas that are causing problems. 

 
 

Time Log and Billing Screen 
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Entering the Time Log 

In setup, you may elect not to enter time records at all, or to just enter an abbreviated 
time record. 
 
.Ŝƭƻǿ ƛǎ ǘƘŜ άCǳƭƭ .ƛƭƭƛƴƎ LƴŦƻǊƳŀǘƛƻƴέ ǎŎǊŜŜƴΦ 
 

 
                         Billing Information Screen 
 
 

You may edit the Billing Information as follows (depending on your user rights): 
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Started / 
Ended 
 
Edit Date / 
Time 

The date and time started and ended will be 
displayed.   
 
You may edit this information by selecting the Edit 
Time button.  You might want to do this if you are 
batch entering time tickets for work performed 
away from your site or while not on the phone. 
 

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

 
User You may change the User who is credited with this 

time entry.  
 

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

 
Action This is an action code that summarizes the type of 

time entry created.  This is useful for reports that 
may sort time records by this action code. 

 
Notes Information regarding how time was spent during 

this session is entered here.  
 
This is useful in printing a billing report, which may 
or may not be shown to clients.  This area should 
not have resolution information, but only 
information on how the time was spent during the 
session. 

 
Logged Time This is the actual number of minutes logged to this 

call.  If you have user permission, you may alter the 
logged time. 
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Bill Time Billing time is the amount of time to be billed (or 
would be billed) to this inquiry.  It has several 
defaults as defined in HelpDesk setup.  These are 
Minimum Billing Time and Billing Time Increments. 
 
Example, minimum call is 10 minutes, thereafter bill 
in 5 minute increments. 
 
If using contract tracking, the billing time will be the 
unit charged against the contract time balance. 

 
 

No Time 
Entry 

LŦ ȅƻǳǊ ϦǳǎŜǊ ǊƛƎƘǘǎϦ ŀƭƭƻǿΣ ȅƻǳ Ƴŀȅ ŎƭƛŎƪ ƻƴ άbƻ 
¢ƛƳŜ 9ƴǘǊȅέ ŀƴŘ ŀ ǘƛƳŜ ǊŜŎƻǊŘ ǿƛƭƭ ƴƻǘ ōŜ ŎǊŜŀǘŜŘΦ 
 
You might want to use this option if you are just 
looking at a record or researching and do not want 
to log time to an inquiry. 
 
Note:  LŦ ȅƻǳ ŀǊŜ ǳǎƛƴƎ IŜƭǇ5ŜǎƪΩǎ ŎƻƴǘǊŀŎǘ 
ǘǊŀŎƪƛƴƎ ŦŜŀǘǳǊŜΣ ǎŜƭŜŎǘƛƴƎ Ψbƻ ¢ƛƳŜ 9ƴǘǊȅΩ ǿƛƭƭ ƴƻǘ 
create a time record and thus will not affect the 
contract tracking fields. 
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Chapter 6 - Scheduling 
 
The SCHEDULING module, as seen below, has two different uses. 
 
The scheduling module is used to: 
            ω    Schedule an inquiry for a call back, or 
            ω    Put an inquiry in a wait status (on hold). 
 
A sample screen appears below. 
 

 
 
[ŜǘΩǎ ƭƻƻƪ ŀǘ ŜŀŎƘ ƻŦ ǘƘese individually. 
 

Scheduling a Callback 
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The most common reason for scheduling is because you have told the customer that 
someone will call them back at an specific time.   
 
¢ƘŜ ǎŎƘŜŘǳƭŜŘ ƛƴǉǳƛǊȅ ƛǎ ǎƘƻǿƴ ǳƴŘŜǊ ǘƘŜ ŎƻƭǳƳƴ άWho, What, Whenέ ƛƴ ǘƘŜ ƛƴǉǳƛǊȅ 

queue screen and appears as: .   When the current date/time is past 
the scheduled time, a small "OD" will appear next to the clock to so indicate. 
 
You may schedule an inquiry without actually opening an inquiry.  Do this  by right 
clicking on it from the Ϧ/ǳǊǊŜƴǘ LƴǉǳƛǊȅ vǳŜǳŜϦ ŀƴŘ ǎŜƭŜŎǘƛƴƎ ά{ŎƘŜŘǳƭŜέ ƻǊ ǳǎƛƴƎ ǘƘŜ 
menu bar under Inquiry, Schedule. 
Alternatively, it may be invoked while an inquiry is open and being worked on by clicking 

ƻƴ ǘƘŜ ά{ŎƘŜŘǳƭŜέ ƛŎƻƴ on the inquiry icon bar. 
 
You may also CLEAR a schedule or wait by clicking on the "clear" button 

 
 
The items to select are: 
 

Schedule Check 
Box 

/ƘŜŎƪ ǘƘŜ ά{ŎƘŜŘǳƭŜ ŀ /ŀƭƭōŀŎƪέ ŎƘŜŎƪ ōƻȄ ǘƻ 
ƳŀƪŜ ǘƘƛǎ ŀ Ψ{ŎƘŜŘǳƭŜŘΩ ǘŀǎƪΦ 

 
Choosing the 
Date & Time 
 

 
 
 

 

Next determine the date/time that the call is 
to be performed. 
 
Select the date from the calendar or edit it in 
the date edit box to the right. 
 
Select the time from the time clock or edit it in 
the time edit box to the right.   
 
You can use the time clock by "left clicking" on 
the HOUR, and "right clicking" on the 
minutes.  Select AM or PM by checking the 
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 problem.   You ask them to call you back if it doesn't 
work.  ¸ƻǳ ŘƻƴΩǘ ǿŀƴǘ ǘƻ ŎƻƳǇƭŜǘŜ ŀƴŘ ŎƭƻǎŜ ƻǳǘ ǘƘŜ ƛƴǉǳƛǊȅΣ ǎƻ ȅƻǳ ƳƛƎƘǘ Ǉǳǘ ƛǘ ƻƴ ƘƻƭŘ 
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for several days.   Then, when the wait period ends, you can decide if you want to keep 
it on hold longer, or removŜ ǘƘŜ ƘƻƭŘ ǎǘŀǘǳǎ ŀƴŘ ΨCƛƴƛǎƘΩ ǘƘŜ ƛƴǉǳƛǊȅΦ 
 
The procedure is much like scheduling described previously.  The suspended inquiry is 
ǘƘŜƴ ǎǘŀƳǇŜŘ ŀǎ ŀ ά²!L¢έ ŀƴŘ ƛǎ ǎƘƻǿƴ ǳƴŘŜǊ ǘƘŜ ŎƻƭǳƳƴ ά²ƘƻΣ What, ²ƘŜƴέ ƛƴ ǘƘŜ 

inquiry queue screen and appears as:  to indicated that is in a "wait" 
state.  Wait states do not have a time associated with them.  When its date arrives, it 
will have a small "OD" next to the "W" 
 

ñHidingò an Inquiry on Hold 
{ƛƴŎŜ ȅƻǳ Ƴŀȅ ƘŀǾŜ Ƴŀƴȅ ƛƴǉǳƛǊƛŜǎ ƻƴ ǿŀƛǘ ǎǘŀǘǳǎΣ ȅƻǳ ǇǊƻōŀōƭȅ ŘƻƴΩǘ ǿŀƴǘ them 
cluttering up the queue before they are due to be reviewed.  For that reason, you may 
ŎƘŜŎƪ ǘƘŜ άIƛŘŜ ²ŀƛǘƛƴƎέ ŎƘŜŎƪ ōƻȄ Ƨǳǎǘ ŀōƻǾŜ ǘƘŜ ƛƴǉǳƛǊȅ ǉǳŜǳŜ ŀƴŘ ǘƘŜ ƛƴǉǳƛǊŜǎ ƻƴ 
wait status will not appear in your queue, until they are overdue.  When you see that 
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 schedule a call.  The 
ƻƴƭȅ ŘƛŦŦŜǊŜƴŎŜ ƛǎ ǘƘŀǘ ȅƻǳ ŎƭƛŎƪ ǘƘŜ ά²!L¢έ ōǳǘǘƻƴ ƛƴǎǘŜŀŘ ƻŦ ά{/I95¦[9έΦ 
 
The items to select are: 
 

Wait Check 
Box 

/ƘŜŎƪ ǘƘŜ Ϧ{ŎƘŜŘǳƭŜ ŀ ²ŀƛǘϦ ŎƘŜŎƪ ōƻȄ ǘƻ ƳŀƪŜ ǘƘƛǎ ŀ Ψ²ŀƛǘΩ 
inquiry. 

 
Choosing the 
Date  

Next determine the date that the inquiry is to be on hold. 
 
You may user the calendar date selector as described 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 be prompted to "assign" (or re-enter) a new priority for this 
inquiry, based on its current circumstance.  Any prior priority assigned may no longer be 
pertinent, thus requiring a re-entry of priority here. 
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Chapter 7 - Hot Tips  
 
Hot Tips is Tele-Support HelpDeskôs proprietary knowledgebase system that puts answers 
quickly at your fingertips. 

 
Iƻǘ ¢ƛǇǎ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ōǳƛƭŘ ǎƻƭǳǘƛƻƴǎ ǘƘŀǘ Ŧƛǘ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ ōǳǎƛƴŜǎǎ ŜƴǾƛǊƻƴƳŜƴǘ ŀƴŘ 
allows you to easily and quickly get those solutions to your customers vial email or to 
read them over the phone. 
 
The HelpDesk administrator has constructed the actual Hot Tip items in Hot Tips 
Administration (part of HelpDesk Options setup). 
 

Hot Tips Key Word Lookup System 

 
Each Hot Tip has been assigned one or more key words.  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 showing # of hits.  The higher the hits, potentially the higher the 
possibility that your search has found a relevant tip. 
 

Getting to Hot Tips 

 
One way to access Hot Tips is from an Open Inquiry.  Do this by selecting the Hot Tips 
button on the open inquiry screen on the right hand side of the "center panel". 
 
When accessing Hot Tips from an open inquiry, the Description field is broken up into 
individual words and two word phrases.  Each of these words is searched along with all 
keywords specified for each help entry.   
 
A sample Hot Tip screen follows: 
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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 key words from the Hot 
Tip.  The ŎƻƭǳƳƴ ƳŀǊƪŜŘ ΨǘŀƎΩ will be checked if any part of a Hot Tip items have been 
selected to send via email. 
 
¢ƻ ǎŜŀǊŎƘ ŀƎŀƛƴ ǳǎƛƴƎ ŀ ƴŜǿ ǾŀƭǳŜΣ ǎƛƳǇƭȅ ŎƭŜŀǊ ǘƘŜ ŜƴǘǊȅ ƴŜȄǘ ǘƻ ǘƘŜ ΨCƛƴŘ YŜȅǿƻǊŘǎΩ 
button, enter a new value, and seleŎǘ ΨCƛƴŘΩ ŀƎŀƛƴΦ 
 

Hot Tip Memo 
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Each Hot Tip contains a memo field on the right hand side.  This was constructed either 
in HelpDesk or with WordPad and pasted into HelpDesk.  ¢Ƙƛǎ ΨƳŜƳƻΩ ŦƛŜƭŘ ƛǎ ƻŦǘŜƴ ǳǎŜŘ 
to offer the answer or solution for a particular problem. 
 
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 creation.  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 attachments.  Do this by checking 
ŀƴȅ ƻŦ ǘƘŜ ƭƛǘǘƭŜ ōƻȄŜǎ ƴŜȄǘ ǘƻ ŜŀŎƘ ŀǘǘŀŎƘƳŜƴǘ ƻǊ ŎƭƛŎƪƛƴƎ ǘƘŜ Ψ¢ŀƎ aŜƳƻΩ ǘƻ ǎŜƴŘ ǘƘŜ 
memo text portion. 
 
Memo fields will be converted to RTF files and sent as attachments.  Attachments go as 
attachment files as well.  You may tag as many items as you wish on multiple 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 ɀ Sending Email   (outbound)  
  

Email Features 

 
HelpDesk has the ability to easily send an Email to your customer or HelpDesk contact. 
 
HotTips tagged during a HotTip search will be automatically included as attachments. 
 
Inquiry information, both technical and demographic, can be easily inserted allowing 
you to send to a technician in the field. 
 
And, HelpDesk will automatically link the outbound email to the Inquiry with full details 
ƛƴ IŜƭǇ5ŜǎƪΩǎ [ƛƴƪǎ ŘŀǘŀōŀǎŜΦ 
 
HelpDesk email supports HTML email with a built-in WYSIWYG editor.  HelpDesk also 
supports email Templates and email Signatures. 
 
 

Accessing Email 

 
Email can be accessed from: 
            ω  The main Inquiry Queue by selecting the email icon or 
                the Modules, Send Email menu, or 
            ω  Within an Open Inquiry 
 
Accessing from an Open Inquiry is where you will most often use Email as you email 
HotTips or other information to the caller or person referenced in the inquiry.  Emailing 
from the open inquiry will automatically offer you the ability to link the email to the 
inquiry. 
 

Email Requirements 

 
HelpDesk has two different methods of sending Email.  Both are available and one of 
them has been selected by the HelpDesk administrator.  MAPI is the default method.   
 
They are: 

1.   MAPI  (the default) 
2.   HelpDesk Post Office 



Chapter 8 - Email 

61 

 

MAPI 
IŜƭǇ5ŜǎƪΩǎ ŜƳŀƛƭ ƳƻŘǳƭŜ ƛƴǘerfaces with any MAPI compliant 
email system, such as Eudora, Outlook, and others.  After 
assembling the pieces required to complete the email, it will be 
ǎǳōƳƛǘǘŜŘ ǘƻ ȅƻǳǊ ϥƭƻŎŀƭϥ ŜƳŀƛƭ ŎƭƛŜƴǘΩǎ h¦¢ ōƻȄΦ 
 
In order for the mail to go out, your email client must 
automatically send or you must manually click on the 'Send' 
button of your email client. 
 
Note:  Your email client must be installed and running from 
your local workstation. 
 

HelpDesk 
Post Office 

Email is sent out via a special email handling process within 
HelpDesk.  After clicking 'Send' from the HelpDesk email screen, 
you need do nothing more.  The email will queue and be sent 
via a central email processing method. 
 
If your system is using this method, you should have a tab on 
your main Open Inquiry Screen that says Email  as follows 

 
 
 

 

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 button, you will see a screen such as the following: 
 
Sample Email Screen 
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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).  

 
bƻǘƛŎŜ ǘƘŀǘ ǘƘŜ ά[ƛƴƪŜŘ ¢ƻέ ƛǎ ŀƭǊŜŀŘȅ ŎƘŜŎƪŜŘ ōŜŎŀǳǎŜ ǿŜ ŀǊǊƛǾŜŘ ƘŜǊŜ ŦǊƻƳ ŀƴ ƻǇŜƴ 
inquiry. 
 
Contact information is automatically inserted into the body message.  Attachments are 
listed at the bottom. 
 
 
What you can do on this screen 
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On this screen you can: 

1.     Edit the document using HTML WYSIWYG editing controls built in the menu 
and icon bar. 
2.     Re-select a different template 
3.     Re-select a 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 into the 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 pictures, URL links, 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 document.  Keep it simple! 
 
 

Re-selecting Templates and Signatures 

 
The example above is really made up of two different parts, the Template (body of the 
email) and the Signature.   You may re-select either or both of them as you desire.  You 
do that by clicking on the eclipses (...) next to the Templates and Signature selection 
boxes as shown below: 
 

          
 
Clicking on these brings up a screen similar to the ones that follow: 
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Select a new Template from the list as desired.  Note....  any editing that you've 
performed will be lost if you select a NEW template to display. 
 
Select a new Signature from 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 set the current template or current signature as their default.  This 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 on one of these will record the active 
template or active signature in the User's record in the HelpDesk database. 
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Spell Check 

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

follows:    
 
 

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: 
 

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

Inquiry Information 
Category : Software 
Product : HelpDesk 
Description : ODBC error 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 
 
            ω   Send the email out via the selected method of emailing 
            ω   [ƛƴƪ ŀ ŎƻǇȅ ƻŦ ǘƘƛǎ ŜƳŀƛƭ ƛƴ ǘƘŜ ά[ƛƴƪ 5ŀǘŀōŀǎŜέ 
 
You are then returned to either the open inquiry or the "Current Inquiry Queue", 
whichever was your starting point.  
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Note:   You can only send HotTips to a contact by sending email from an open Inquiry 
record. 
 
Note:   If you are using the HelpDesk Post Office system, and you are sending mail, you 
can click on the Email tab from the main Open Inquiry Queue.  If the 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 Database will 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 files, html files, web sites, spreadsheets, and more. 
 
¸ƻǳ Ŏŀƴ ŀŎŎŜǎǎ άƭƛƴƪǎέ ŦǊƻƳ ŀ ǘŀō ŀǇǇŜŀǊƛƴƎ ƛƴ ǘƘŜ hǇŜƴ LƴǉǳƛǊȅ screen. 
 
The initial screen appears as follows: 
 

 
 
From this view, you can see any linked object attached to the inquiry, or to other 
inquiries ŦƻǊ ǘƘŜ ǎŀƳŜ ŎƻƴǘŀŎǘ όǾƛŀ ǘƘŜ Ψ[ƛƴƪ ¢ȅǇŜΩ ǊŀŘƛƻ ōǳǘǘƻƴǎύΦ 
 
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 
Launch button. 
 
Notice above that email is one of the link types and was created automatically using the 
HelpDesk email module.  If 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 selecting the New button or see an existing link description by 
selecting Properties. 
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You can also add a link via 'drag-n-drop' from your desktop or Windows folder.  One 
easy way to do this is to open the "Links" tab in HelpDesk, go to the Windows desktop 
or other applications, 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. 
           

 
 
        
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 Issues όǎƻƳŜǘƛƳŜǎ ǊŜŦŜǊǊŜŘ ǘƻ ŀǎ άōǳƎǎέύ ƛǎ ŀ ǎŜǇŀǊŀǘŜ ŘŀǘŀōŀǎŜ ǿƘƻǎŜ ǇǳǊǇƻǎŜ 
is to record 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 άŜnhancementέ items, άǿish listέ 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 products.   As items are discussed at bi weekly 
meetings and are decided to become part of our product line, they move into a category 
of "to be included" όƳŀŘŜ ƛƴǘƻ άŜƴƘŀƴŎŜƳŜƴǘέ items) and are assigned a version 
number.  So, our whole R & D and development is driven off of items in this database.  
In ŀ ǎŜƴǎŜΣ άYƴƻǿƴ LǎǎǳŜǎέ Ŏŀƴ ōŜ ǳǎŜŘ ŀǎ ŀ ǇǊƻƧŜŎǘ ƳŀƴŀƎŜǊ ŀƴŘ ǘƻ ƳŀƴŀƎŜ ǿƻǊƪ Ŧƭƻǿ 
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 resolution, 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 

Open Inquiry.  You may Řƻ ǎƻ ōȅ ŜƛǘƘŜǊ ǳǎƛƴƎ ǘƘŜ ƳŜƴǳ ƻǊ ŎƭƛŎƪƛƴƎ ƻƴ ǘƘŜ ΨōǳƎΩ ƛŎƻƴ  
on the toolbar. 
 

Using Known Issues 

 
Clicking on the Known Issues icon will present the following screen: 
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Grouping entries by Column 

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

 

Using the Grid 

If you have sufficient rights to ADD, EDIT, or DELETE a known issue, you will see the 

following in the upper left hand corner of the screen.    ¦ǎŜ ǘƘŜ ΨǇƭǳǎΩ ƛŎƻƴ 
ǘƻ ŀŘŘ ŀ ƴŜǿ ƪƴƻǿƴ ƛǎǎǳŜΣ ǘƘŜ ΨǘǊƛŀƴƎƭŜΩ ƛŎƻƴ ǘƻ ŜŘƛǘ ŀ ƘƛƎƘƭƛƎƘǘŜŘ ƛǎǎǳŜΣ ŀƴŘ ǘƘŜ ΨƳƛƴǳǎΩ 
to delete a highlighted issue. 
 
Each of the columns may be clicked on to sort (both ascending and descending).  A 
triangle will appear in the actively sorted column. 
 
We will come back to the meaning of the other icons and information on the screen 
after adding a new known issue. 
 

Adding and Editing a Known Issue 

 
[ŜǘΩǎ start editing an existing known issue.  We can highlight the issue and press the 
triangle or double click on the desired known issue to edit.   (To ADD a "known issue", 
you would press the PLUS sign next to the TRIANGLE). 
 
CƻƭƭƻǿƛƴƎ ƛǎ ŀƴ ƻǇŜƴ άYƴƻǿƴ LǎǎǳŜǎέ ǎŎǊŜŜƴΦ 
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Field Descriptions 
 

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

 
 

Category/ 
Product 

Enter the category / product as best fits the 
situation.  The drop boxes will list the category / 
product items from your predefined entries. 

 
 

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

Enter status from the predefined drop down list. 
 
 
Choose a priority from the predefined priority lists you setup for 
inquiries.  The same color scheme will be used here as is used to display 
inquiries. 

 
Completi
on 
 

Completion details should be filled in as required by your particular 
usage.  The field ά9ǎǘƛƳŀǘŜŘ 9ŦŦƻǊǘέ Ŏŀƴ ōŜ ǳǎŜŘ ǘƻ ŘŜǘŜǊƳƛƴŜ ǿƻǊƪƭƻŀŘ 
based on a number of inquiries.  You should fill in the estimated time this 
Yƴƻǿƴ LǎǎǳŜ ǿƛƭƭ ǘŀƪŜ ƛƴ ΨŘŀȅǎΩΦ  ¸ƻǳ Ŏŀƴ ǳǎŜ ŦǊŀŎǘƛƻƴǎΣ ǎǳŎƘ ŀǎ άΦрέ ŦƻǊ ƘŀƭŦ 
a day. 

 
 
The sum of these will be shown on the main known issues screen.  Fields 
self explanatory and optional. 
 

 Version 
 
 
 
Notepads 

Version details should be filled in as required by your particular 
usage.  Fields are self explanatory and optional. 
 
There are 4 notepads for you to use as desired.  Each is chosen by clicking 
on the appropriate tab.  They are: 
Issue Notes, Technical Notes, Resolution Notes, and Release Notes. 
 
¢ƻ ŀŘŘ ŀ ƴƻǘŜΣ ŎƭƛŎƪ ƻƴ ά!ŘŘ bƻǘŜέ ōǳǘǘƻƴΦ 

 
Link Inquiry 
 

²ƘŜƴ ȅƻǳ ŀǊŜ ŘƛǎǇƭŀȅƛƴƎ άLǎǎǳŜ bƻǘŜǎέ Χ !b5 ȅƻǳ ƘŀǾŜ ƻǇŜƴŜŘ ǳǇ 
known issues from an OPEN inquiry, you will see the addition of a 
ōǳǘǘƻƴ ŎŀƭƭŜŘ ά[ƛƴƪ LƴǉǳƛǊȅέΦ 
 
Pressing on the Link Inquiry button will insert the contact name and 
inquiry from the open inquiry into the notepad.  This serves to help 
you track which contacts might be affected by this particular known 
issue. 

Linking Inquiries to Known Issues 

²ƘŜƴ ȅƻǳ ƘŀǾŜ ŀƴ ƻǇŜƴ Yƴƻǿƴ LǎǎǳŜΣ ŀƴŘ ȅƻǳΩǾŜ ŀǊǊƛǾŜŘ ǘƘŜǊŜ ŘƛǊŜŎǘ ŦǊƻƳ ǘƘŜ ƛƴǉǳƛǊȅ 
ǎŎǊŜŜƴΣ ȅƻǳ Ƴŀȅ άƭƛƴƪέ ǘƘŜ ƛƴǉǳƛǊȅ ǘƻ ǘƘŜ ƪƴƻǿƴ ƛǎǎǳŜ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ǘƘŜ ά[ƛƴƪ LƴǉǳƛǊȅέ 
button at the top of the screen. 
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When you link an issue, you will see a tab appear (it will already be there if previous 
inquiries were linked) as follows: 
 

 
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 by unchecking ŀƴ ƛƴŘƛǾƛŘǳŀƭ ƛƴǉǳƛǊȅ ƛƴ ǘƘŜ άŜƳŀƛƭέ ŎƻƭǳƳƴύΦ  
/ƭƛŎƪƛƴƎ ƻƴ ǘƘŜ ά{ŜƴŘ 9Ƴŀƛƭέ will bring up your email template window.  This template 
cannot merge inquiry information, however you can click on the button that says 

ά!ǇǇŜƴŘ YL LƴŦƻǊƳŀǘƛƻƴέΦ  .  This will insert text as follows, merging in 
ǘƘŜ YL ŘŜǎŎǊƛǇǘƛƻƴΣ ŎƻƳǇƭŜǘƛƻƴ ƛƴŦƻǊƳŀǘƛƻƴ ƛŦ ƛǘΩǎ ǘƘŜǊŜΣ ŀƴŘ ǘƘŜ YL ƴǳƳōŜǊΦ 
   

         
¸ƻǳ Ŏŀƴ ŜŘƛǘ ŀǎ ǊŜǉǳƛǊŜŘΦ  ¸ƻǳ ǿƻǳƭŘ ǘƘŜƴ ǇǊƻōŀōƭȅ ǿŀƴǘ ǘƻ ŀŘŘ ΨŀŎǘƛƻƴΩ ƛƴŦƻǊƳŀǘƛƻƴ ƻǊ 
instructions that will appear on all emails going out. 
 
!ƭƭ ŜƳŀƛƭǎ ǎŜƴǘ ǘƻ ƭƛƴƪŜŘ ƛƴǉǳƛǊƛŜǎ ǿƛƭƭ ŀƭǎƻ Ǉǳǘ ŀ ƭƛƴƪ ƛƴ ǘƘŜ άƭƛƴƪǎέ ǘŀō ƛƴ ǘƘŜ ƛƴǉǳƛǊȅ ƛǘǎŜƭŦΦ 
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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 
Řƻ ǘƘƛǎ ōȅ άŘǊŀƎ ŀƴŘ ŘǊƻǇέ ƳŜǘƘƻŘ ƻǊ Ƴŀƴǳŀƭƭȅ ŀŘŘƛƴƎ ǘƘŜ ƭƛƴƪ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ǘƘŜ άŀǘǘŀŎƘ 
ŦƛƭŜǎέ ōǳǘǘƻƴ ŀƴŘ ŀŘŘƛƴƎ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ Ƴŀƴǳŀƭly.  
 

Menu Bar on the Known Issues Main Window 

 
The menu bar appears as follows: 
 

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

The  icon is for a screen refresh.  Use this only if you feel others have added to the 
ƭƛǎǘ ŀƴŘ ȅƻǳ ǿƛǎƘ ǘƻ ǎŜŜ ŀ ΨŦǊŜǎƘΩ ŎƻǇȅΦ 
 

The  ƛŎƻƴ ƛǎ ŦƻǊ ŎƘŀƴƎƛƴƎ ΨƎƭƻōŀƭ ƻǇǘƛƻƴǎ ŀƴŘ ǿƛƭƭ ōŜ ŘƛǎŎǳǎǎŜŘ ƭŀǘŜǊ ƛƴ ǘƘƛǎ ǎŜŎǘƛƻƴΦ 
 

The  icon is a toggle to display the list of known issues frƻƳ ŀ άƭƛǎǘ ǾƛŜǿέ ǘƻ ŀ άǘǊŜŜ 
ǾƛŜǿέΦ  Following is an example of how the tree view might look. 
 

 
 
 

The next six icons, Σ ǊŜǇǊŜǎŜƴǘ ǘƘŜ άƛǎǎǳŜ ǘȅǇŜǎέ ŀƴŘ ŀǊŜ 
toggles that will display or hide that particular issue type from the list.  
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This icon  allows yoǳ ǘƻ ǘƻƎƎƭŜ ōŜǘǿŜŜƴ άŀƭƭέ ƪƴƻǿƴ ƛǎǎǳŜǎ ŀƴŘ ƻƴƭȅ ƛǎǎǳŜǎ ōŜƭƻƴƎƛƴƎ 
ǘƻ ǘƘŜ άƭƻƎƎŜŘ ƛƴ ǳǎŜǊέΦ 
 
 

Filtering of Known Issues 

 
The known issues module allows two types of filtering.  ¢ƘŜȅ ŀǊŜ άǉǳƛŎƪ ŦƛƭǘŜǊƛƴƎέ ŀƴŘ 
άŘƛǎǇƭŀȅ ŦƛƭǘŜǊƛƴƎέΦ 
 

Quick Filtering 

The quick filtering menu bar is represented by the following on your screen: 
 

 
 

This whole display (quick filtering) can be turned on or off by pressing the  icon. 
 
Use it as follows:   CƛǊǎǘ ŎƘƻƻǎŜ ŦǊƻƳ ǘƘŜ ŘǊƻǇ Řƻǿƴ ǿƘŜǘƘŜǊ ȅƻǳ ǿŀƴǘ ΨŀƭƭΩΣ ΨƻǇŜƴΩΣ ƻǊ 
ΨŎƭƻǎŜŘΩ ƛǎǎǳes to appear.  You may then choose the field you want to use as a filter by 
the drop-down box.  Description is the default choice. 
 
¢ƘŜƴΣ ŀǎ ȅƻǳ ǘȅǇŜ ƛƴ ǘƘŜ ŀǊŜŀ ŀŦǘŜǊ ΨŎƻƴǘŀƛƴǎΩΣ ȅƻǳ ǿƛƭƭ ǎŜŜ ǘƘŜ ŘƛǎǇƭŀȅ ƭƛǎǘ ƛƳƳŜŘƛŀǘŜƭȅ 
begin to show the values that meet your 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 called Display Filtering. 

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 by selecting the ñedit filtersò option 
from the filters drop-down list on the main known issue queue as follows: 

 
 
 It will then bring up the following screen. 
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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 between 1/1/2001 and 12/31/2005. 
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¢ƻ ŀŘŘ ƴŜǿ ŦƛƭǘŜǊ ŎǊƛǘŜǊƛŀΣ ȅƻǳ Ƴŀȅ ŎƭƛŎƪ ƻƴ ǘƘŜ ά!ŘŘ /ǊƛǘŜǊƛŀέ ōǳǘǘƻƴΦ ¢Ƙƛǎ ǿƛƭƭ ōǊƛƴƎ ǳǇ 
the following screen: 
 

 
 
This screen represents a single line in the above filter. Adding the above criteria would 
limit the filǘŜǊ ǘƻ ƻƴƭȅ ǘƘƻǎŜ ƪƴƻǿƴ ƛǎǎǳŜǎ ǿƘƻǎŜ ŎŀǘŜƎƻǊȅ ǿŀǎ Ŝǉǳŀƭ ǘƻ άǎƻŦǘǿŀǊŜΦέ ¢ƘŜ  
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άƻǇŜƴ ǇŀǊŜƴǘƘŜǎŜǎέ ŀƴŘ άŎƭƻǎŜ ǇŀǊŜƴǘƘŜǎŜǎέ ŎƘŜŎƪōƻȄŜǎ ŀƭƭƻǿ ȅƻǳ ǘƻ ƎǊƻǳǇ ŀƴŘ ƴŜǎǘ 
filter criteria.  The join method specifies how the criteria will be joined with other 
criteria in ǘƘŜ ŦƛƭǘŜǊ ǘƻ ŘŜǾŜƭƻǇ ǘƘŜ ŦƛƭǘŜǊ ǊŜǎǳƭǘǎ όŜƛǘƘŜǊ άŀƴŘέ ƻǊ άƻǊέύΦ  
 
Issue Type: 
 
       Issue type is stored internally as a number.  When selecting Issue type, 
       use the following values to filter on Issue Type 
             

Bugs =  0 

Wish =  1 

Enhance =  2 

Doc =  3 

Info =  4 

Other =  5 

 

Known Issue Options 

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

module by clicking on the  global issues button.  Clicking on this icon brings up the 
following screen. 
 

 
 
¦ƴŘŜǊ ǘƘŜ άDŜƴŜǊŀƭ Settingsέ tab, you see 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 - 5ŜǘŜǊƳƛƴŜǎ ƛŦ ǉǳƛŎƪ ŦƛƭǘŜǊƛƴƎ ƛǎ ΨƻǇŜƴΩ ŀƴŘ ǊŜŀŘȅ 
for use when entering from an inquiry.  Use the toggle icon to turn on and off. 
 
Auto Fill from Inquiry Description - If checked, will put inquiry description as the value 
for the search in quick filtering. 
 
Default Search Field - Determines which field to search as a default. 
 
Default Type Filters - Determines as a default which issues types are toggled on and 
which are toggled off.  Each may be changed by users after initial screen appears. 
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Chapter 11 - Search 
 
The SEARCH function 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 
ǎŜƭŜŎǘƛƴƎ άLƴǉǳƛǊȅέ -Ҕ ά{ŜŀǊŎƘέ ŦǊƻƳ ǘƘŜ Ƴŀƛƴ ƳŜƴǳΦ 
 
Places searched are 
            Inquiry Notepads 
            Known Issues 
            Hot Tips 
 
 

Starting a Search 

 
You may perform a 'Search' from the "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 text value. 
 
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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Note:  The button above, "Open Hot Tip" or a button "Open Inquiry" will be displayed if 
you are searching from the main Current Inquiry Queue screen. 
 
Search Method:  IŜƭǇ5Ŝǎƪ ǇŜǊŦƻǊƳǎ ƛǘ ǎŜŀǊŎƘ ǳǎƛƴƎ ŀ ΨŎƘŀǊŀŎǘŜǊ ǎǘǊƛƴƎ ƳŀǘŎƘΩΦ  The 
search characters you enter are search for using ŀ ΨŎƻƴǘŀƛƴŜŘ-ƛƴΩ ǎŜŀǊŎƘΦ  A match may 
be found anywhere within the search text. 
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Chapter 12 - HelpDesk Reports  
 

Report Engines 

 
.ŜƎƛƴƴƛƴƎ ǿƛǘƘ IŜƭǇ5Ŝǎƪ ǾŜǊǎƛƻƴ оΦнΦмΣ ǘǿƻ ǘȅǇŜǎ ƻŦ ǊŜǇƻǊǘ άŜƴƎƛƴŜǎέ Ƴŀȅ ōŜ ǳǎŜŘ ǘƻ 
produce reports.  These report engines are: 
 

 άCŀǎǘ wŜǇƻǊǘǎέ  όƛƴǎǘŀƭƭŜŘ ŀǎ ŀ ŘŜŦŀǳƭǘύ 

 ά/Ǌȅǎǘŀƭ wŜǇƻǊǘǎ ·L wнέ  όƳǳǎǘ ōŜ ƛƴǎǘŀƭƭŜŘύ 
 
Fast Reports closely mirror our previous Crystal Reports and offer the same reports a 
supplied previously using Crystal 8.5.  To use the built in Fast Reports, you need to take 
no extra steps.  They are there and ready to use. 
 
Crystal Reports usage requires some extra steps before using.  Although the Crystal XI 
ǊŜǇƻǊǘǎ ŀǊŜ ŀƭǊŜŀŘȅ ƛƴ ȅƻǳǊ ΨǊŜǇƻǊǘǎΩ ŦƻƭŘŜǊ ƻƴ ȅƻǳǊ IŜƭǇ5Ŝǎƪ ǎŜǊǾŜǊΣ ȅƻǳ Ŏŀƴƴƻǘ ǎŜŜ ƻǊ 
use them until the Crystal XI runtime environment has been installed on a desired 
workstation.  If you are interested in using the supplied Crystal XI reports, please see 
ȅƻǳǊ IŜƭǇ5Ŝǎƪ ŀŘƳƛƴƛǎǘǊŀǘƻǊΦ  Lƴǎǘŀƭƭŀǘƛƻƴ ƛƴŦƻǊƳŀǘƛƻƴ ŀōƻǳǘ ǘƘŜ ΨǊǳƴ ǘƛƳŜΩ ŜƴǾƛǊƻƴƳŜƴǘ 
and how to install it can be found in the HelpDesk AdministraǘƻǊΩǎ DǳƛŘŜ, Appendix F. 
 
If you like, you may mix both type of reports on one report menu.  But note, in order to 
use any of the supplied Crystal Reports (or incorporate your own custom reports), you 
Ƴǳǎǘ Ǌǳƴ ǘƘŜ /Ǌȅǎǘŀƭ ΨǊǳƴ ǘƛƳŜΩ environmental setup described above and described in 
the HelpDesk !ŘƳƛƴƛǎǘǊŀǘƻǊΩǎ ƳŀƴǳŀƭΦ 
 
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 !ŘƳƛƴƛǎǘǊŀǘƻǊΩǎ DǳƛŘŜ ŦƻǊ ƛƴŦƻǊƳŀǘƛƻƴ ƻƴ ŎƻƴŦƛƎǳǊƛƴƎ ǊŜǇƻǊǘ ǇŀǊŀƳŜǘŜǊǎΦ 
 
 
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 accessed from the menu bar under Reports, as seen below: 

 
Each report has a dialogue box that allows you to make 
selections determining how the report will appear. 
 
Upon selecting the options in the dialogue box, the report 
will be compiled and viewed on the screen.  From there, 
you may view, print, or print selected pages. 
 
Note:  If you're having problems accessing the list of 
reports, consult your HelpDesk Administrator. 

Report Parameters 

 
Note:  Depending on the report engine and report to print, the various prompts may be 
differ. 
 
Selecting Report Parameters Example 
 
A sample άLƴǉǳƛǊȅ !ƴŀƭȅǎƛǎέ dialogue box appears below.  CǊƻƳ ǘƘŜ ΨwŜǇƻǊǘǎΩ ƳŜƴǳΣ 
ǎŜƭŜŎǘ άLƴǉǳƛǊȅ !ƴŀƭȅǎƛǎ wŜǇƻǊǘέ.  You are presented with the following: 
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Begin and End Date Specifies the date range of records that should be 
ƛƴŎƭǳŘŜŘ ƛƴ ǘƘŜ ǊŜǇƻǊǘΦ  [ƻƻƪǎ ŀǘ ƛƴǉǳƛǊȅ ΨǎǘŀǊǘΩ ŘŀǘŜ 
within the date range. 

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

Sort Field Select a field by which to sort the report. 

Sub Total on Select field for secondary sort value. 

Open/Closed/All 
 

Select whether to display only open inquiries only 
finished inquiries, or all inquiries. 

Show Inquiry Notes 
 

If checked, includes the original problem notes and 
resolution notes from the inquiry. 

Show Time Log Entries 
 

If checked, includes the detail time entries for the 
inquiries. 

Show System Activities 
 

If checked, displays the system timeline activities (see 
!ŘƳƛƴƛǎǘǊŀǘƻǊΩǎ DǳƛŘŜ ŦƻǊ ŘŜǘŀƛƭǎ ƻƴ ǘƘƛǎ ŦŜŀǘǳǊŜύΦ 

άDǊƻǳǇ .ŜƎƛƴƴƛƴƎ ǿƛǘƘέ 
ŀƴŘ άDǊƻǳǇ 9ƴŘƛƴƎ ǿƛǘƘέ 
 

If you want to limit the report to a narrower range of 
records, you may enter beginning and ending values 
as they relate to the field you selected for sorting. 
 
Example:   If you chose company for sorting and 
ŜƴǘŜǊŜŘ ǘƘŜ ƭŜǘǘŜǊ Ψaέ ŦƻǊ ōƻǘƘ ōŜƎinning and ending 
values, you would receive only companies whose 
ƴŀƳŜ ǎǘŀǊǘŜŘ ǿƛǘƘ ǘƘŜ ƭŜǘǘŜǊ ΨaΩΦ 
 
The value you enter here is NOT case sensitive.  All 
values will be forced to uppercase before 
comparison.  Comparisons are made on only the 
length of text you submit.  
 
You can use this feature to limit results to a single 
άǎƻǊǘ ŦƛŜƭŘέ ǾŀƭǳŜΦ CƻǊ ŜȄŀƳǇƭŜΣ ƛŦ ȅƻǳ ǿŀƴǘŜŘ ǘƻ ƻƴƭȅ 
ǊŜǘǳǊƴ ƛƴǉǳƛǊƛŜǎ ŦƻǊ ά!ŎƳŜ tǊƛƴǘƛƴƎέ ŎƻƳǇŀƴȅΣ ȅƻǳ 
ŎƻǳƭŘ ǎŜƭŜŎǘ ǘƘŜ άŎƻƳǇŀƴȅέ ǎƻǊǘ ŦƛŜƭŘ ŀƴŘ ǘȅǇŜ ά!ŎƳŜ 
tǊƛƴǘƛƴƎέ ŀǎ ōƻǘƘ ǘƘŜ ōŜƎƛƴƴƛƴƎ ŀƴŘ ŜƴŘƛƴƎ ǎƻǊǘ ǾŀƭǳŜΦ 

New Page on Group 
Change 

If checked, the report will go to a new page each time 
ǘƘŜ Ψ{ƻǊǘ CƛŜƭŘΩ ŎƘŀƴƎŜǎΦ 

 
 
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 RMAs are linked to an inquiry. 
 
wa!ǎ Ŏŀƴ ōŜ ŀŎŎŜǎǎŜŘ ŦǊƻƳ ŜƛǘƘŜǊ ŀƴ ΨhǇŜƴ LƴǉǳƛǊȅΩ 
 

 
 
 ƻǊ ŦǊƻƳ ǘƘŜ Ψ/ǳǊǊŜƴǘ LƴǉǳƛǊȅ vǳŜǳŜΩ ŀŎŎŜǎǎŜŘ ōȅ ŜƛǘƘŜǊ ǘƘŜ ƳŜƴǳ bar or icon bar. 
 
    

Adding a New RMA from an Open Inquiry 

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

You will be presented with the following screen. 
 

 
 
  

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: 

  
  

      

 
 
The above fields can be filled in by either typing into them or from list boxes that are 
created by you or your HelpDesk administrator.   They are self-explanatory and can be 
used however it best applies to your organization. 
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¢ƘŜ ά/ƻƳǇƭŜǘŜέ ŎƘŜŎƪ ōƻȄ ŀƭƭƻǿǎ ȅƻǳ ǘƻ ƳŀǊƪ ǘƘƻǎŜ wa!ǎ ǘƘŀǘ ŀǊŜ ƴƻ ƭƻƴƎŜǊ ŀŎǘƛǾŜ ǎƻ 
that on reporting or browsing you can easily see only outstanding RMAs. 
 
 

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 direct it to a printer for 
hard copy. 
 
¸ƻǳ ǿƛƭƭ ŀƭǎƻ ōŜ ŀōƭŜ ǘƻ ǇǊƛƴǘ ŜƛǘƘŜǊ ƻƴŜ ƻǊ ŀ ƎǊƻǳǇ ƻŦ wa!Ωǎ ŦǊƻƳ ǘƘŜ /Ǌȅǎǘŀƭ wŜǇƻǊǘǎ 
menu list. 
 
 

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. 
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You can refine your search first by select to view either óOpenô, ñClosed (completed), or óAllô radio 
button.   
 

Display RMAs Whereé 

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

 

  
 
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 selecting óPropertiesô. 
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Chapter 14 - Contract Tracking  
 
If Contract Tracking has been selected in the HelpDesk setup options, you will notice a 
TAB maǊƪŜŘ Ψ/ƻƴǘǊŀŎǘΩ ƻƴ ǘƘŜ open inquiry screen. If contract 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 is 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 

 

 
 
Displayed fields are: 
 

Start Date When the contract was started   
 

End Date If entered, ending date of contract 
 

Date Last 
Update 

Date HelpDesk last updated the contact manager 
for contract tracking. 

 
 

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

Amount of time or incidents used.  This field is 
updated automatically from HelpDesk if the 
ŎƻƴǘǊŀŎǘ ƛǎ ŀŎǘƛǾŜ όŀǎ ƛƴŘƛŎŀǘŜŘ ōȅ ǘƘŜ ΨŀŎǘƛǾŜΩ ŦƭŀƎ 
in the contact manager).   Time is updated from 
time records that are marked as billable.  Incidents 
are updated from an inquiry being started and 
verified as billable by the operator. 
 
Note:   LŦ ȅƻǳ ǎŜƭŜŎǘ Ψbƻ ¢ƛƳŜ 9ƴǘǊȅΩ ŘǳǊƛƴƎ 
entering a time entry, then no time record will be 
created and thus, no fields relating to contract 
tracking will be updated. 

 
Balance Balance of time or incidents. 

 
 
IŜǊŜΩǎ Ƙƻǿ ƛǘ ǿƻǊƪǎ ŦƻǊ ǘƘŜ ǾŀǊƛƻǳǎ ǘȅǇŜǎ ƻŦ ŎƻƴǘǊŀŎǘǎΦ  Your organization may use only 
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 contact is indicated to "not have a 
contract,έ you are warned. 

 2. If the remaining time purchased is below the warning point (as defined in 
configuration setup, you will be warned that there is a limited time 
remaining.  You may then wish to inform the caller that their contract time is 
nearing completion. 
 
After the time balance is zero or less, or if the expiration date is past, you will 
be warned.  If you are not setup as a supervisor, and if your administrator 
has checked a box to not allow expired contracts to be opened, you will only 
be able to open the inǉǳƛǊȅ ƛƴ ŀ ΨǊŜŀŘ ƻƴƭȅ ƳƻŘŜΩΦ  If you are not blocked 
from opening the inquiry, then the time will be updated.  (Note:  the balance 
ǿƛƭƭ ǎǘƛƭƭ ōŜ ŎŀƭŎǳƭŀǘŜŘ ŀƴŘ ŀƭƭƻǿŜŘ ǘƻ Ǝƻ ƛƴǘƻ ŀ ΨƴŜƎŀǘƛǾŜΩ ŀƳƻǳƴǘύΦ 
 

    

Each time you complete a session working on an inquiry, you will be presented with a 
ΨǘƛƳŜ ŜƴǘǊȅ ŦƻǊƳΩΦ  ¢ƘŜ ŦƻǊƳ ǿƛƭƭ Ŏƻƴǘŀƛƴ ǘƘŜ ΨōƛƭƭƛƴƎ ǘƛƳŜΩ ŀƴŘ ŀƭǎƻ ŀ ŎƘŜŎƪ ōƻȄ ƛƴŘƛŎŀǘƛƴƎ 
if the entry is billable.  If you leave the billable flag checked or check it during the time 
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entry, the billable minutes will ōŜ ŀŘŘŜŘ ǘƻ Ψǘƻǘŀƭ ǳǎŜŘΩ ƛƴ ǘƘŜ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊ ŀƴŘ ǘƘŜ 
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 inquiry is started as a new inquiry, immediately 
upon finishing the time entry, you will be asked if you want this inquiry to increment the 
incidents used in the contract tracking field.  Only when the inquiry is first 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 

 
hƴ ŀƴ ƻǇŜƴ ƛƴǉǳƛǊȅ ǎŎǊŜŜƴΣ ƛŦ ȅƻǳ ǎŜŜ ŀ ǘŀō ǘƛǘƭŜŘ Ψ/ƻƴǘǊŀŎǘΩΣ ǘƘŜƴ ǘƘŜǊŜ ƛǎ ŀ ŎƻƴǘǊŀŎǘ 
actively being tracked.  An active contract is determined by the presence of the letter 
ά¸έ ƛƴ ǘƘŜ Ψ/ƻƴǘǊŀŎǘ !ŎǘƛǾŜΩ ŦƛŜƭŘ ƻŦ ǘƘŜ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜǊΦ 
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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 permanent part 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 you always want to ask.  It 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 things.   They 
are: 

New or Eval 
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 responsibility to ask and get these answers in an Intake Form. 

 
Other possibilities are having a form that fits a certain kind of problem.   A call regarding 
"Printers" gets the "Printer Intake Form" 
 
Your HelpDesk administrator probably has setup one or more Intake forms 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 name.  This indicates that there already 
exists one or more Intake Forms attached to this inquiry. 
 
 

 
 
 
At this point, you may view existing forms or add a new one.   
 

Note: You may also delete a form that is attached to an inquiry, however,  
this action is permanent if you do so and the information cannot be 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 to 
choose.  Choose the one that is most appropriate to your needs by highlighting 
the entry and clicking on the "Properties" button or "double clicking" on the 
desired entry. 

 
 
A sample Intake Form appears below: 
 



Chapter 15 ï Intake Forms 

94 

 
 
 
 

Filling Out the Intake Form 

 
There are four types of fields that may be used in an Intake Form.   They are: 

1.    String Field 
2.    Pick List Field 
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 from 
which you can choose.  Some of the choices may be 
blank if it has been setup that way by the form 
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designer. 
 

Check 
Box 
 

A check box field is either "checked" or "unchecked". 
 

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

 
 

Default Fields 

 
When the form was designed, certain fields may have been setup to have Default values 
already filled in when you first create an Intake Form. 
 
Default fields can be setup to automatically fill in a field from the Contact Manager or 
text that the form designer added to the form.   These are 'Default Values' only, which 
means that you can change them.  Even if the value comes from the contact manager, 
you can change it.  If 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 designer.  These fields will have 
an asterisk to the left of where you 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 icon  in the 
"Alert" column of the Intake Form grid as shown above. 
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Chapter 16 ɀ Receiving Email (inbound)  
 

Overview 

 
HelpDesk Post Office is one of two methods that may be chosen by the HelpDesk 
administrator to handle email in Tele-Support HelpDesk.  The other method is MAPI. 
 
The MAPI method handles OUTBOUND 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 email software. 
 
This chapter will deal with how to work 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 Inquiry.  When sending 
email from within HelpDesk and using Post Office, you will see no difference than when 
sending with MAPI.   
 
HelpDesk Post Office will 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 uses Post Office but 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 the in-bound 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 "Alert" column.  The icon appears as 

follows:   
 
The "chain link" appears whenever anyone "OTHER THAN YOU", links anything to an 
inquiry record that YOU OWN (is assigned to you).   This includes inbound email, 
outbound email, or any other type of attachment or link. 
 
Ok, now for the good stuff.   
 

Working in the HelpDesk Post Office Email Queue 

 
 Working in the Post Office requires that you have "user rights" to do so.  It may be that 
only a few people are required to do so. 
 
The main reason of getting into the inbound 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 don't 
want to reply or forward it (perhaps junk email) 
 

4. Forward or Reply to an email because it doesn't belong in HelpDesk but you 
want to send a reply 

 
 
You can enter Post Office if you have user rights to do so.  If you DO have rights, you will 
see a tab on the main Inquiry Queue screen (next to Current and History tabs) titled 
Email 
 

 
 
Click on the E-Mail tab and you are presented with the HelpDesk Post Office email 
queue as follows: 
 



Chapter 16 ï Receiving Email Inbound  

98 

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

Inbox Displays all current unfiled e-mail. 

Outbox Displays e-mail waiting to be sent. 

Sentbox Displays e-mail that has already been sent. 

Deleted Displays deleted e-mail.  

 
 

Note:   If you see a warning message that says that the Scheduler (which runs Post 
Office) does not appear to be 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:   

 
 

 
Let's suppose it's your job to check the HD-PO queue from time to time and process the 
inbound emails.  By process, we mean either 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" field.   Notice that they may have different names 
associated with them but they are all addressed to the email address 
"ahfsupport@resource-dynamics.com".  This means that although all email for HD-PO 
comes to only one email address,  it may have ANY recipient name attached to it.   
 
So, if email in your company is addressed to "support@yourcompany.com", you can still 
attach your own name to outgoing email and see inbound email with the same 
name.  HD-PO deals with "support@yourcompany.com" and doesn't care about the 
actual name that precedes it.    
 
Having the ability to 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 sending of outbound email.  Perhaps the 
email address is wrong (alan@@abc.com for example) or some other reason.  In any 

ŎŀǎŜΣ ǿƘŜƴ ǘƘŜǊŜ ƛǎ ŀ ǇǊƻōƭŜƳΣ ǳǎŜǊǎ ǿƛƭƭ ǎŜŜ ŀƴ ά![9w¢ C[!Dέ  appear at the 
bottom of the screen.  If the user has rights to see and fix problems, 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: 

 
 
If you have the permission to fix problem emails, proceed to the Email Tab, then select 
άhǳǘōƻǳƴŘ 9ƳŀƛƭέΦ   
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¸ƻǳ Ŏŀƴ ƻǇŜƴ ǘƘŜ ƳŀƛƭΣ ƭƻƻƪ ŀǘ ƛǘΣ ŀƴŘ ŎƻǊǊŜŎǘ ǘƻ ¢h ŀŘŘǊŜǎǎ ƛŦ ƛǘΩǎ ǿǊƻƴƎΦ  !ǘ ǘƘŀǘ ǇƻƛƴǘΣ 
ȅƻǳ Ŏŀƴ άwŜǎǳōƳƛǘέ ǘƘŜ ŜƳŀƛƭ ŀƴŘ ƛǘ ǿƛƭƭ ŀǇǇŜŀǊ ŀǎ ǇŜƴŘƛƴƎ ƛƴ ǘƘŜ ƻǳǘōƻȄ ŀƴŘ tƻǎǘ 
Office will attempt to send the email again.  Alternatively, you may delete the email if 
desired.  

Opening Mail 

 
From the queue, you may Delete or Open an inquiry. 
 
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 email appears below: 
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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 attachment.  Emails 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. Link it directly to an inquiry when we know the inquiry number. 
 

2. Find the contact record (Company) in the contact manager that is associated 
with this email.  Then, decide if the mail represents a NEW inquiry or EXISTING 
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 HelpDesk inquiry. 
 

4. Close the email and leave it in the Post Office queue. 
 

5. Delete the email 
 

6. Print the email 

 
 
Let's discuss # 1 and # 2. 
 

Link directly to an inquiry when you know the inquiry number 

 
If you think that the email message that you have open relates 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 relates?   For one, the inquiry 
number may appear in the subject line because the message is being returned to you 
from an email HelpDesk sent outbound (and includes the inquiry number).  Or, 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 HD-PO will look on the "Subject" line of 
the email and extract an inquiry number if it finds one there.  If 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 to know it (our own HD-PO processor says she knows the 
numbers of many of the open inquiries).   If you number starts with "1-", then you can 
simply enter the inquiry number without preceding numbers.  For example, to link to 
inquiry "1-0130", I could enter a shortcut 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), insert the email (with attachments) and link it to the inquiry. 
 
At this point, "You Have a Choice".   If for any reason you DO NOT want this email 
linked... say it was in fact the wrong record, simply CANCEL the inquiry.   If you do not 
save the inquiry or changes 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. 
 
 


