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Version 4.1 Quick Start

Version 4.1 Quick Start

Note: This is for FIRST TIME INSTALLATIONS, NOT UPGE4 Rtife
version 41 tech support for Upgrade Instructions or call our tech support
department.

There are three main components of Installing Teigport HelpDesk.

¢CKS G{SNIBSNJ Lyaidl t {rdquiraddyedime only)
¢CKS G/ tASyld Lyaidl t {perdesiedviorkstation)
CKS G/ 2y FAIdzNI G A 2y (as Me@cdNduined at least once

¢ K Server Installatios ¢gAff 0SS NHzy 2yté& 2y0S FyR Llzia |
server that you will need to run HelpDeskhis must be run on the file
server machine.

¢ K Slierti Installations g Aff 0SS LISNF2NX¥SR 2y Fyeé g2Njadl
run the HelpDesk program. This can also include the server itself if you wish.

¢ K €onfiguration Progrard Y dza (atlesStomedirg &St SO0 | St LI5Sa] Qa
and optbnal configuration options. It can also be run as often as required, either
externally or from within the HelpDesk program.

So, in summary, you should:

e Choose a file server and run the HelpDesk Server Installatidhe server.
Note: server installaion must be performed on the file server machine

e Choose a workstation and install at least one client

e Browsetotheserverda NHzy (G KS O2y FAIdzNI GA2Yy LINBRINI Y
Tools (icon on desktop)

e Start HelpDesk by starting up the Installed client.

Installing Tele -Support HelpDesk

Tele{ dzLJLI2Z NI | St L)B5Sa1Qa YIFAYy AyadltftlrdAz2y LINEIN
the same whether you are evaluating HelpDesk or have purchased it. This file is
"HelpDesHK Install.exé'.



Version 4.1 Quick Start

Running the above programill bring up a menu. From the menu, you may view
B NA2dza | St L5541 R20dzyYSyidlrdAz2y AdGSvyao I f a2
LyadalfttraAaz2ye G2 0S3IAAY AyaulttlriArAzyo

Server Installation

TeleSupport HelpDesk must be installed on a file server thkie available to all
workstations where users will access and run the HelpDesk program. During the server
Ayaalrt €l daz2y admnitogivarigsizi Ry Kii BS &@SNIISNI YI OKAY S

Run theprogram"HelpDesK _Install.exé' from the file downloaded frm our web site.
This will bring up an installation menu.

ChooseServer Installation

Even if you are only installing onto a laptop or single computer, you need to run the
serverinstallation! 31 Ay y20GSXodd &2dz aK2dz Rraryaidl tt 1 St
with administrator and full access rights

Follow the onscreen directions.Choose a location on your file server where you will
install all HelpDesk files that will be used by other workstations in your network.

By default, the installer wilhstall to a folder under your application data directory

Ol t £ SR 4 (résdminddn8edl {his folder be sharablélhe location of your

application data directory will differ depending upon your server operating system. For

example, under Windows XPtReS F I dzf 0 Ay adl t t I { XDdgfimeRtd NS Ol 2 NB
and SettingsAll UsersApplication DatsHelpDesk\é g KAt S dzy RSNJ 2 Ay R2 g a
g 2 dzf R RS F¥RrogzhniDatéH2IpD@sk\¥ Ghange as desired. Follow-soreen

prompts.

That completes the Servémstallation.

One last thing to remember... Sharing may be done in either simple or advanced
mode. In the server folder, please make the HelpDe&ider "SHARABL Eo all users
will have fullcontrolL ¥ & 2dz | NB dza Ay 3 a aisiirduliinstisisisFA £ S aKIF N
done by right clicking on the folder, choose 'Properties’, then choose 'Sharing' and then
checking the 'sharing' checkbdxy’ & | Rl yOSRé &aKIFI NAy3 Y2RS:
GLISNYA&ZaAz2yaé FyR 3IANI yl Islhafe. YomnByNdso riedddaf f

e 2 (
02y
AN} YOG aFdztf O2yiNRfé NAIKGA dzy RSNJ 6 KS &asSodzn



Version 4.1 Quick Start

Client Installation

Lyadret & Fy 4! RYAYE dza SNJ

Note: If you are on the same machine as the one where you installed the sewer
R (K

must install the HelpDesk clientfto 4§ KS ¢hh[ { Y Sy dzd CAYR

S G«
RS&4102L) R2dzmtS Of AO0] 2y AWOZAILRWE NIBY LIBKSSH {F NN

If youare not on the same machine where you installed the HelpDesk sehear @ to
one of the workstations fromwvhich you would like to run HelpDesk (or the file server
itself if you want to run a HelpDesk client from there as weflpu can install additional
client workstations at any time.

To install a client, browse to the folder on yauserveh Installers to find the client
installation program. It might be something like the following:

\\ServerNam&HelpDeskK\ Servek Installers HDAClient_Install.exe
Start the program by clicking on the flHDAClient_Install.exe

This will install local program fileequired by helpdesk. You will need to run this
program again (at a later time) on other workstations that you want to use with the
HelpDesk program.

Tech Tiplf you are connecting to an external contact manager, please be sure that the
contact manageclient software is installed on that workstation. If ACT!, you must
install and run ACT! at least once prior to installing the HelpDesk client. Also, if
connecting toACT!, you must have thdicrosoft.net 1.1 framework installed as well. If
contact manager is GoldMine, you must install the GoldMine client and run it at least
one time.

HelpDesk Configuration

You need to run this program at least once to select and point to the contact manager
that you will use, either ACT!, GoldMirMicrosoft Businas Contact Manager,

TeamScope, Outlook, Exchange Semethe built inSandAf 2y S a1 St LI5Saq €
manager. The program allows you to configure many options about your HelpDesk
installation, but one of the things yauust do is point to and configurgour contact

manager connection.

How to run hdConfig.exe

10



Version 4.1 Quick Start

LF¥ @2dz FNB 2y GKS G{SNIBSNE 6KSNBE &2dz Ayadlff
"HelpDesKO Server”, and from the drop down menu, sele€dhfiguration”. Follow on
screen prompts regardg selecting your contact manager.

or

If you are at a client workstation on which you wish to run HelpDesk, you must browse

G2 G0KS aSNIISNI 6KSNB | St 1L)5Sa] ota AyAlGALtte A
such as

A\Server NameHelpDeskA ServekConfiguration

Find and run the program callddDConfid.exe

2dzNJ Ay AGADMIN ! & $ RJI | Bz2 palsiward igblak G K S

Selecti [ | dzy OK /[ 2y it OG al yF3ISNI /2yyS8OiAzy {SiidAry

Configure a contact manager to use with HelpD€Bis part is essentiand it will test
your connection before allowing you to move forward.

{SS GKS {2aidSY ! RYA ARAIMiMpdiilcAED i a féldeyrdaned = O £ £ S
G520dzySy il GdAaz2yé t20FGSR 2dzal 06St2¢ | StLIBSa|cC
documentation on setting up and configuring 8epport HelpDesk.

Selecting your contact manager is required but following are some of the othersthing
you may want to do, either initially or after playing with HelpDesk for a bit.

Setup connection to Contact Manager and teBtit contact manager option8Build
center panel custom screens as need&thp the desired contact manager fields to the
Hef LJ5 Sa 1 Qé&fields.i I Yy RF NR

Add departments, users, and edit properties. Admin Chapter 5
Setup up HelpDesk tirdeeping options. Admin Chapter 9
Setup priorities and escalation as desired. Admin Chapter 6
Setup Category / Product as desired. Admin Chapter 8
Choose email system to use and edit properties. Admin Chapter 12
Add RMA or Contract Tracking or User Defined Admin Chapter 9

11
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Fields other options as desired. or Chapter 4

Add additional modules as desired.

12



Chapter 1 - Installation

Chapter 1 - Installation

Overview

The file HelpDesK_Install.Ex& contains the entire collection of files neededitwstall
TeleSupport HelpDesk Versidnl.

Download and run the above program.

HelpDesk Installation File

The main INSTALLATION program file, which you probably
downloaded from our web site is:

HelpDesk Install. EXE

Running the above program will bring up an installation menu that will allow you to
view documentation as well as install the SERVER portideleSupport HelpDesk.

Server Installation and Client Installation

Helpdesk has two main installation componenide Server Install is accessed by
running the TeleSupport HelpDegk Install.exe programThe client install, which can
be run at anyitme after installing the server, is run from a fjjeneratedduring server
installation.

The two installation types are thgerverinstallation, theclientworkstation installation.

Theserver installations performed only once and the installation éion should be to

a file server in a directory and folder that is available to everyone who will use Tele
Support HelpDeskilt is best if you can go to the server and install the Server Installation
of HelpDesk.

Note: If possible, do the server installation DIRECTLY ON YOUR FILE SERVER.

Youmust haveADMINISTRATOR RIGHA@ $he server with full file access rights.

13



Chapter 1 - Installation

Theclient installationis performed for every workstation that will run HelpDe&ou

should choose directory on your local hard drive (exampl&€AProgram

File§HelpDesk") as a destination in which to install the client prograiithe reason for

a local install is that by putting program files locally (which will point to the main

network installatior), HelpDesk will load faster and alleviate network traffidso,

certain programs are required locally, such asdhe ONB Sy { K2 and BeNE LINE 3 NJ
HelpDesk's contact manager interface files.

Server Installation

The download filedelpDesk _Install.exeis an installation menu prograntrom this
menu you can start the Installation program.

It is highly preferred that you run the Server Installation on the file server

The Server installation need only be perforn@NCE

Starting the Installation

Upon starting the installation (by clicking blelpDesK _Install.exe which you most
likely downloaded), you will be greeted by an installation menu program.

Tele-Support HelpDesk 4.1 e Software for Customer Service, HelpDesk & Call Tracking
Full Evaluation Installation

| owismane |

PLEASE READ FIRST! e

7 Resource Dynamics, Inc.

TN Contact Information
| Administrators Guide - PDF ’
= % de : = =

| Server In:

Installs HelpDe:

14



Chapter 1 - Installation

Please read the Quick Start Guide which is accessed from the menu item above.
BEGINNIN@&e SERVER INSTALLATION

Click on the Server Installatiol button as shown abovelt will extract and
automatically start the server installation program (helpdesk40install.exe).

¢ (2 GKS aSOdaNAiGe gl NyAy3Io , 2dz

Welcome to the Tele-Support
HelpDesk 4.1 Server Setup
Wizard

This will install Tele-Support HelpDesk 4.1 Server an your
COMpLEEr.

Itiz recommended that pou close all other applications before

Tele-Support (R

WARMNIMG: This program is protected by copyright law and

Hall]nask 4 I international treatiss.
s

Unauthorized reproduction or distribution of this program, or any
portion of it, may result in severe civil and criminal penalties, and
will be prozecuted to the maximum extent pozsible under law.

Click Meust to continue, or Cancel to exit S etup.

MHext > ][ Cancel

/| t A01 Ay 3 dabSEI éproducttdémo ackiatisriscrée @howindeldivk S
which will prompt you for an activation code, which you should have received with your
demo requesbr purchaself you do not have a code, you can type in a valiad

address into the box indicated and request a demo activation code to proceed with the
installation. Ademocode will be immediately sent to the email address given.

15
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Chapter 1 - Installation

Tele-Support HelpDesk 4.1 Installation oA
Product Activation |

Thiz product requires an activation key for inztallation. Pleaze enter the
activation key you received by e-mail.

IV | - 4K | - |[wtW | - AR AM

If wou do not have an activation key, then either contact Resource
Dynamics zales at ¥27-367-1020 ar by entering your e-mail address below
and prezzing the request demo key button for imediate deliveny [internet
and e-mail access will be required).

/ £ A O1 A yod arétheS présénte@with the following screens:
Licensanformation and instructions

Following that, it will ask you to specify your Server installation locatidore than
likely, you will choose a network location and drive.

16



Chapter 1 - Installation

Select Destination Location
“Where should Tele-Support HelpDezsk 4.1 Server be installed?

._._j Setup will inztall Tele-Support HelpDesk 4.1 Server into the following folder.

To continue, click Mext. If pou would like to zelect a different folder, click Browse. [f you
are instaling on a machine ather than the server, pleaze enter the UMC location. Do not
uze a mapped dive, or ip addrezs o the zerver az it will cauze problems with client
connections.

C:A\Documentz and Settingzall Usershdpplication D atahHelpdeskd

Al least B6.2 MB of free disk space iz required.

¢ Back ” Mext l[ Cancel

Choose to a location on your network that is accessible from all workstatiat will
use HelpDesk(Unless you are planning on running HelpDesk on a single computer or
laptop, you'll probably want to change from the 'C: drive" to a UNC path network name).

Werequirethat you useUNC network drive mappin@sing the\\ServerNane instead
of a mapped drive letter)Or, you may use an IP address instead of UNC mappihg.
workstations must use the same mapping to the server location.

NOTE: By default, the installation directory specified will be your Windows Application

Data Dlder (the specific path may differ depending on your Windows version). It is

especially important for installations on servers running Windows Vista that this default
AyaagrttriAazy LIGK 6S Ay | £20FGA2Y he¢l 9w ¢ !
updated properly otherwise.

You may next select the program group name you would like to use for this HelpDesk
SERVER installatiomhe default name is "HelpDedK Server".Use or change as
desired.

The screen appears as follows:

17



Chapter 1 - Installation

Select Start Menu Folder -
YWhere should Setup place the program's shortcuts? I

Setup will create the program's shortouts in the following Stark kMenu folder.

To continue, click Mext, [F vou would ke to zelect a different folder. click Browse.

| [ Browse. ..

Continuing willask for verification of installation settings and then the "Finish Screen".

Server Installation Folders

Several folders are created during the Server installation.
For purposes oéxample.... we will assume the main HelpDesk server folder is

\\Sever Nama HelpDesK\ Server

The following Folders have been created:

\\Server Nama HelpDesK\ Servek
\Reports
\ Documentation
\Links
\ Configuration
\ PostOfficeBoxes
\EmailTemplates
\Users
\Installers
\MyHelpdesk

Description of Folders

Server

18



Chapter 1 - Installation

You will find here the main HelpDesk data HIELPDESKVIDB. Also in this folder you
will find the main executable prografSHEZ.EXE (Note: This file is copied down to
client workstations when starting the HelpDesk client when HelpDesk is starteithand
program version on the client workstation is older than the file in this folder.)

Configuration
Contains the configuration prograkiDConfig.EXHised to setup HelpDesk

Reports

Containghe built in reports for HelpDesk artde Crystal Reports supptl with
HelpDeslshould you wish to use thenThis is also theamefolder you should put any
custom designed reports.

Documentation
This folder contains HelpDesk's documentation, both Adobe PDF format.

EmailTemplates
This folder holds the Templatdanager program and filesThis is used in HelpDesk to
create and maintain HTML email templates and signatures.

Users
For internal use DO NOT DELETE even if it appears empty.

Installers

This folder containall the invidivual installers for other feates as well as th€lient
Installation FileHD4Client_Install.exe Use thesdilesto perform client installation on
client workstationsand to install other HelpDesk services as required

Also contained in this folder Iastall_HDServices.exeThis program installs the
HelpDesk Escalation Server and the HelpDesk Post Office program. This program is run

Fdzi2YlFGAOlIffe gKSYy @e2dz SYGdSNI 6KS W{SNBAOSaA

My HelpDesk

™~

Contains files required to run and maintainKk S d¢aé | St L5Sa1é¢ aAONBSy®

Sample folders appear as follows:

19



Chapter 1 - Installation

Server
I Configuration IE{:} DBUt4, exe @Ilcenseﬂzl dat
) Documentation “HHDCLIENT. IND %] MyHelpdesk. di
|=) EmaiTemplates fLHHDClientl ic. exe % SAPROMPTS. INI
|- Installers % HOReports.exe Standardreports.HDZ
; ca =
IC3)Links | HOREPORTS. XML Vi TSHD4.exe
Iy MyHelpdesk El';‘HDEEtE@rt.exe ﬁ!TSHD-qCunnecﬁvitv Install.exe
I PostOfficeBoxes AtsHDRptImport.exe l'!32,"”T'SHIZ:I.lf'.u::h"n.-'ate4.vama
IC)Reports (ZH Helpdesk4.mdb
IChUsers @Ii::ense*%.dat
Configuration
hdConfig4.exe hdconfig4.udl

Tele-Support HEIDDesk Config..

Resource Dynamics, Inc.

i

(o =i

y 1EB

Microsoft Data Link

Also included here are installation files for HotTips Publisher and Inquiry Status
Publisher, both addons for HelpDesk. #sew.resourcedynamics.conand choose

products for details.

Installers

Mame
iS5V INSTALL HDSERVICES.exe
i TSHD4Client Install.exe
ﬁ_%'TSHD%ﬂ'Publisher Install, exe
5 TSHD4IngS tatPub install.exe

Size
2,673 KB
846 KB
2,069 KB
1,791KE

Type
Application
Application
Application
Application

Date Modified
6/23/2008 11:54 AM
&/16/2008 9:03 AM
6/23/2008 11:02 AM
6/23/2008 434 PM

Notice thathdConfigt.exeis the main configuration progranilhis can be run directly
from this folder, or started right from the HelpDesk menu.

The Program Starhenu might appear as follows:

—-—

|3 Shortcut to HelpDesk 4.1 Server

3

Remote Assistance

[

) windows Media Player

ﬂ Windows Messenger
@ Windows Movie Maker
M HelpDesk 4.1 Server

¢ KS

4.1 Documentation

- 0 R

HelpDesk 4.1 Tools

ASNIISNI Ayaidaltft SN gAft

desktop, as shown below:

20
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Chapter 1 - Installation

HelpDesk 41 Tools

Doubleclicking on this icon will bring you to the following screen:

Tele-Support HelpDesk Tools Menu '

=

E@ Install Tele-Suppart HelpDesk 4.1 Client

’l" Run Tele-Suppart HelpDesk. 4.1 Configuratian
i

. Fun Tele-Support HelpDesk, 4.1 Database Lilities

)

Open Tele-Support HelpDesk, Server Directory

% Perform Tele-3upport HelpDesk 4.1 License Activation

From here, younave a number of options:

RunTele-Support HelpDesK.1 Client¢ Clicking on this button will launch the
HelpDesld.1 client on the workstation If the client has not already been
installed on this workstation, it will launch the HelpDesk client ingtafia

Run TeleSupport HelpDesK.1 Configurationg Clicking on this button will

launch the configuration utility for HelpDedkl and allow you to begin setting

up the software.

Run TeleSupport HelpDesK.1 Database Utilities; Clicking on this buttomvill

launch the étabase utilities for HelpDesk14.This is an advanced feature that is
O020SNBR Ay RSGFAf Ay !'LWWSYRAE / 27F GKS
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Open TeleSupport HelpDesk Server DirectogyClicking on this button will open
your\.\HelpDesk\Serve directory in Windows Explorer

Perform TeleSupport HelpDesK.1 License Activatiorg Clicking on this button
will launch the HelpDesk license activation program, which will allow you to
apply your permanent HelpDesk licensehis must be done beforeinning the
HelpDesk client install.

Client Installation

The client installation filefDAClient_Installexs& A & F2dzy R Ay GKS bLyadl
located just beneath your main HelpDesk server folder.

Example: \\servernama HelpdesK\ Servekinstallers (change according to your own
installation.

Find and double click on this file from the workstation where you are performing a
“client" install.

Upon starting the installation, you will be greeted by "Welcome" dialogue and some
installationinstructions. Click "Next"

Note: TheClient Installation must be performed at each workstatidach workstation

dza SNJ Ydza i KI @S aFdztf O2yuNRfe¢ FOOSaa NRIKGaA
permissions (if applicable) across the network to the eefecation where you installed

HelpDesk.

22
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Client Installation

Welcome to the Tele-Support
Helpdesk 4.1 Client Installation
Wizard

Thig wall inztall the Tele-Support Helpdesk 4.7 Clent on wour
camputer.

It iz ztrongly recommended that you exit all Windows programs

IEIE_S“llllnrt befare continuing.

WwARMIMG: This program iz protected by copyright law and

HEIIIBESK 4 I international treaties.
L]

Unautharized reproduction or distribution of this program, or any
portion of it, may result in severe civil and criminal penalties, and
will be prozecuted to the masimum extend pozzible under law,

Click Mext to continue, or Cancel bo et Setup.

[_NE:-:[) ][ Cancel ]

After the initial opening screen above and licensing screen, you are presented with
AONBSY |alAy3a gKSNB (2 Ayaildltt GKS aOf ASyi¢e

Select Destination Location
where zhould Tele-Support HelpDiesk 4.1 Client be installed?

,_’J Setup will inztall Tele-Suppart HelpDesk 4.1 Clignt inta the following folder.

To contifiug, click Nest. If you would like ta select a different folder, click Browse.

|I::'\F'mglam Files\Helpdesk 4.7 Client | [ Bronwze,

At least 2.1 MB of free disk space iz required.

Rezource Dynanics, Ihe.

< Back ”. Mesxt » J[ Cancel

23
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You should choose a folder (or have HelpDesk create a new foldgqur local hard
drive. (This also makes HelpDesk run faster and alleviate network trafétpDesk will
know where to find your network data filgs

The default location is ®rogramFiledHelpDeskt.1 Client. Use this setting or change
as desired.Some users prefer to use the directoryielpDesk.

bSEG aSt SO0 GKS a{dFINI aSydz C2f RSNE @
Select S5tart Menu Folder 1
Whiere should Setup place the program's shortcuts? m

Setup will create the program's shortcuts in the follawing Start Menu folder.

To continue, click Hest IF pou would like to select a different folder, click Browse,

HelpDesk 4.1 Client | [ Browse..

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

Upon completion of the installation, you will find the "Client" folder containing files
required to run HelpDesk from the workstation.

Looking insidefte Client folder you would find the following files.

HelpDeskStart.exeis the initial startup programWhen this program is run, it will
compare the TSHDexe file in the client folder with the TSKBxe on the Server, and if
different, will copy downte most current (from the server) TS#HBxe file, and request
confirmation from the user to update the program file.

TSHR.exe is the main HelpDesk programstart and run HelpDesk on the workstation.

After finishing the client installation, you mayeth run theHDConfig4exeprogram
from the server folder and begin configuring the HelpDesk program and features.

., 2dz aKk

{$S ySEGCONHGURAT®NIG®® o6S3IAYy &aSGiAy3 dzLJ &€2dz2NJ | §

Tech Tip:Open the TSHD4.UDL file in tBerverfolder and confirm the connection path
to the server to be UNC format.

24
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Chapter 2 - Configuration
Starting the Configuration Program

You will find in the main Server folder where HelpDesk was installed, a folder called
"Server".

Look inside the "Server" folder and you will find a folder labefedrfiguration

Look inside the "Configuration" folder and will you will see a program called
"HDConfigt.exe'. Run this program to bring up HelpDesk's configuration program.

=-— hdConfigd.exe hdconfig.udl
j Tele-Support HelpDesk Config.. r1|C| osoft Data Link
Resource Dynamics, Inc.

If you are on the machine where you installed the server, you can also start the program
from your Start, Program HelpDe4lrogram menu.

Upon startup ohdConfigt, you will be presented with a login screen:

25
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' Tele-Support HelpDesk 4.1 Configuration

Administrative Login

Uszerld: | |
TEIE'Support Pazswiard: | |
HelpDesk
4. _
conﬁgura tlo“ Copyright & 2003 Hesour%gg;ilgrﬁiifg E::Dg.;.;r;hgﬁ::;ne:;rlzg
o v

Enter your HelpDesk User Id and Rassl. Remember, the initial ID and Password is:

ID= ADMIN
Password is "blank’(no entry required)

Upon entering successfully the ID and Password, you are brought to the opening
Configuration menu.

Configuration Menu
The opening menu will appear &dlows:
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liTele-Suppurt HelpDesk 4.1 Configuration

Contact Manager Options

K Launch Contact Manager Connection Settings Wizard
Iy Contact Manager: Standalone

Cantact Manager Field Mappings

e

tanage Custom Fields

Cuztarm Fields Layout

) 2

Inquiny Center Wiew Tabz Configuration

Advanced Preferences

9] [

(o 0]

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

Contact Manager

Here is where you select and configure the contact manager yc
will use with HelpDeskYou chooselte contact manager
database, & location, magields, and select other options
pertaining to the particular contact manager you choose.

This section is required.

Note: The folder containing the contact manager must be share
and available to all helpdesk users over the network.

DetailscanbefolR Ay GKS &/ 2y al OG al

Users and Departments

Here you can setup Departments and Users, assign rights, Use
IDs, contact manager login information. Also in this section, yo
Oy RSTAYS WdzaSNJ NA3IKiGa GSYL
fast and easy.

5SGFrAt&a Oy 06S ¥F2dzyR Ay {(KS

Priorities and Escalation
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Here we setup priorities used in HelpDesk, color schemes, and
escalation attributes, such as escalation and email notification.

Detailscan befoundin KS at NA2NRGASA |y

HelpDesk Services
Here is where you configure HelpDesk services, such as Post (
and Escalation Services.

5SGlFIAfa OFy 6S FT2dzyR Ay (KS
Categories and Products

Here you can buil@ 2 dzNJ WG NBSQ 2F /I G4S13
HelpDesk.

5SGFrAta Oy 06S F2dzyR Ay (UKS
Optional Features

Here is where you may select ‘optional’ modules, such as contr
tracking, RMA processing, or Additional InquiseldDefined
Fields.

You may come back to this section and turn on these options l¢
if you like.

5SGFrAt&a Oy 06S ¥F2dzyR Ay ((KS
Advanced Settings
Here are various ways change the way HelpDesk may

operate. You do NOT need et into this section unless desired.

5SGFrAt&a Oy 06S ¥F2dzyR Ay ((KS
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Chapter 3 - Contact Manager Setup

Contact Manager Setup

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

E

Contact
b ahiager

will bring you to
O#1 1 OAAO - AT ACAO I/ POETT O

If you chose an EXTERNAL CONTACT MANAGER

Contact Manager Options

4 | Launch Contact Manager Connection Settings Wizard
| Contact Manager: ACT!

Contact Manages Field Mappings

Inquiry Center View Tabs Configuration
Advanced Prefrences

If you choseSTAND ALOBCONTACT MANAGER
Contact Manager Options

K Launch Contact Manager Connection Settings *Wizard
Cantact Manager. Standalone

% Contact Manager Field Mappingz

4= | Manage Custom Fields

Cuztom Fields Layout

ﬁ |nguiry Center Yiew T abs Configuration

Note: ¢ KS a{GlyR !'f2yS¢ O2ydl OG YIFylr3aSNI KIFa | RR
because withthe buith y RI O 6 aS O2y il O4G Yl yl ISNE &2dzQf |
and screens to your liking.
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If this is thefirst time you are running configuration for a contact manager, you will

automatically be taken to the following screen (bypassing the one above). The very first
RSOAAA2Y @2dz Ydzad YI 1S Aa (2 OK22aS GKS 0O2yi
HelpDesk.

Contact Manager Selection

ACT!G - 6.03]
ACT! (2008, 2006]
ACTI (2007, 2008, 2008. 2010)

Pleaze select the contact manaager you will
be uzing on the left. 1f you are not uzing the
Stand Alone option, you must have the
zelected contact manager installed and
operational on this machine to complete the
GaldMing CE / Goldmine PE [Fx. 8.x) | configuration process.

Microsoft BCM 2007 If you will be operating in a multi-user
ervironment, it iz strongly suggested that
TeamScope CRM thiz initial configuration be performed on a

client workstation rather than on the server,

Outlook

+ Stand Alone

[ caeal] (52 @

Here you choose the desired contact manager to which you want to connect. You can
attach to various versions of ACT! or GoldMine or you can use the customizable built
Stand Alone contact manageyq to Chapter 4 for Stand Alone configurabdion

Choosing your Contact Manager
/| KSO1 GKS AYyGiSYyRSR U/ 2yal Ot alyl3aSNH FNRY (K

Below are screens for each contact manager. Depending on which contact manager you
choose, your configuration will vary slightly.

Go to one of the followig sections
Act! ¢ versions 6
Act! - versions 2005, 2006, 2002008, 20092010
GoldMinec dBase version §6.7
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GoldMine¢ MS SQL version&7

GoldMinec version 7and version 8

Stand Alone

TeamScope CRM

Outlook

Outlook with Business Contagtanager(BCM) Version 2007
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For ACT! Version 6

If you are using ACT8, you will see the following screen.

ACT! Contact Manager Link Configuration

Touze ACT! with Tele-Support HelpDesk requires that ACT! iz ingtalled and run once on the
lozal machine.

E ach workstation that iz to run HelpDesk must have access to the common ACT! databaze,
please specify the path ta the databaze below.

Path to ACT! Databaze: | CA\Documents and Settingz'alan'hy Documents\ACTYD 1D

Some ACT! installations require a username and login in order to access the data over a
nebwark. [F thiz iz the caze, then please add your Act Lzemame and Act Pazsword in the
fields below. This data will be applied to your HelpDesk user account. [ pou change wour
ALT uzer id or pazsword, you can change these values later in the Users section of the
configuration main menu.

ACT! User Mame: |.-’-'«|an Frankel |

ALCT! Pazsward: | |

@ Help [ € Back | | veiv o]

(For most installations, the path to the ACT! database should not be a local drive but
should instead be a UNC mapped drive).

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

Path to ACT! Databas¢ Type in or browse to where your ACT! database is located.
requiredto usea UNC path (i.e\\ServerNamk..... ) to the
database locatior(if installed on a network)

ACT! User Name Here you must enter a valid ACT! user name and ACT!
ACT!Password password.

Why? HelpDesk must actually log into the ACT! database v
an API (application program interface) in order to read and
write data to ACT!This user ID and password does not htove
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be the same as the ones used for HelpDesk user ID and
password.They must, however, be VALID for ACT!

When finished entering the above information, HelpDesk configuration will VERIFY that
the data is correct and that HelpDesk can log into the ddsikCT! database with the
supplied information.

HelpDesk will then attempt to make a connection and log into A@8luccessful, you
will see the following message:

Contact Manager Link Verfication

Connecting to contact manager...
Retrieving Module Information...
Module Mame: CMLINK_ACT
Module Version: 1.0.0.11
Initializing contact manager link...
Atternpting Login... Login Successful
+++ Contact Manager Connection Successful +++

¢tKS OSNATE& aONBSYy gAfft AYRAOFGS AF Al &dz00S
Manager configuration neu.

N>
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For ACT! Versions 2005 through 200 9

" Tele-Support HelpDesk 4.1 Configuration

Contact Manager Selection

() ACT) (5 - B.03)
() ACT! (2005, 2008)
() ACTI 2007, 2008, 2009, 2010)

Fleaze zelect the contact manager pou will

() Goldtine DBaze (5 - 6.7] be uzsing on the left. If you are nat uzing the
. Stand &lone option, you must have the
() GoldMine SOL[5- 6.7 # zelected contact manager installed and

operational on thiz machine to complete the
() Goldkine CE / Goldmine PE [7.x, 8.1] configuration process.

) Microsaft BCM 2007 If wou will be operating in a multi-uzer
o environment, it iz strongly suggested that
() TeamScope CRK thiz initial configuration be performed on a

client workstation rather than on the server.

(1 Dutloak.

(e Stand Alone

X goca | (5o B

If you choose ACT!, (2005, 20@807 2008, 2009 you will see the following:

1 Tele-Support HelpDesk  Configuration

N =101 ]
 ACT! 2005/2006 Contact Manager Link Configuration

Touse ACT! with Tele-Support HelpDesk requires that ACT! is nstalled and run once on the
local machine.

Each workstation that is to run HelpDesk must have access to the common ACT! database,
please specify the path to the database below.

Path to ACT! Database: [\\Npopp»vm&\ACI\HebDeskTeﬂBU'M 2,‘]

Some ACT! installations requie a3 username and login in order to access the data over 3
network. |f this is the case, then please add yow Act Username and Act Password in the
fields below. This data will be apphed to your HelpDesk user account. |f you change your
ACT user id or password, you can change these values later in the Usess section of the
configuration main menu

ACT! UserName: | Adain ]

ACT! Password: I I

(€ Bock || vewy v|
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Note: Torun HelpDesk using ACT!, you must have ACT! installed locally on your client
workstation. You have to actually run ACT! locally at least once. This installs the ACT!
API files and connection on the workstation which HelpDesk uses to communicate to

ACT!

Path to ACT! Databas Type in or browse to where your ACT! database is located.

ACT! User Name
ACT! Password

2 KSy @&2dz NE R2ySs OftAO0] 2y aG+SNATFeé¢ | yR

required to use a UNC path (i.B.ServerName..... ) to the
database location (if installed on a network).

Here you must enter a valid ACT! user name and ACT!
password.

Why? HelpDesk must actually log into the ACT! database v
an API (application program interface) in order to read and
write data to ACT!.This user ID and password does navé to
be the same as the ones used for HelpDesk user ID and
password.They must however be VALID for ACT!

connection and log into ACTH successful, you will see the fmNing message:

Contact Manager Link Verfication

Cannecting to contact manager. .
Retrieving hodule Infarmation. ..
Module Marme: CMLINK ADM
Module Wersion: 1.0
Initializing contact manager link. ..
Atternpting Login... Login Successful
+++ Contact Manager Connection Successful +++

You MUST be successful in order to continligiou are not, please go to the ACT
database and test the entries you entered for ACT! User ID and Password.
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For GoldMine versions 5 - 6.7
If you choose GoldMindBase versions, you will see the following:

7 Tele-Support HelpDesk Configuration El e

GoldMine DBase Contact Manager Link Configuration

To use GoldMine with Tele-Support HelpD esk requires that GoldMine is installed and run
once on the local machine,

E ach wotkstation that is to run HelpDesk must have access to the common GoldMine
database files, please specify the required paths to the database below. This mformation is
also found by running GoldMine, then navigating through the menu to view the Help | About
and pressing the system button.

Main Directory: C:\goldmine\ =
CAL files database (CALDBF) |C:\gokdmine\GMBase\ =
License file path (icense.dbf} | C-\goldmine\ S|

@ Hep L€ Back || New >

Please locate your GoldMine main directoryse thebrowseto find the main directory
for GoldMine, and then click on the Contact Manager executable file

(respectively, GMWS5.EXE, or GMW6.EXBEependingon your GoldMine setup, it will
find all other files necessary for the installatioBe sure you are using a mapped drive
andNot a UNC path

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

Once all four prompted values have been entered, dliekt
Technical Note about GoldMine Installations.
There are many ways that GoldMine may be installed on your system, including network

only, network and local installs, and lé@astalls only but pointing to shared network
database directories.There are also differences if you have a new installation of

36



Chapter 37 Contact Manager Setup

GoldMine or an updated version of GoldMine, which determines whether you have a
folder GMBASE.

There are several criticalds that HelpDesk may locat&his is sometimes complicated
by the fact that SPFILES.DBF has been copied to several different directories.

If you have trouble making the connection to GoldMine on your client installations of
HelpDesk, try the following.

Select the Contact Manager again as abavevill again ask you for your

directories. Use the browse button to find the SPFILES.DBF, looking for a different
selection that previously usedo the same for License.dbf and CAL.dbf.

User Name and Psword

7° Tele-Support HelpDesk  Configuration EI

GoldMine Contact Manager Link Login Configuration

Most GoldMine installations require a user name and password in order to access the data
over a network. If this is the case, then please add your GoldMine user name and GoldMine
password in the fields below. Thés data will be applied to your HelpDesk user account. If you
change your GoldMine user name or password, you can change these values later in the
Users section of the configuration main menu,

GoldMine User Name: 1alan ]

GoldMine Password: }‘7 ‘

@ Hep (€ Back | [ New D]

Here you must enter a valid GoldMine user name and GoldMine

password.Why? HelpDesk must actually log into the GoldMine database via an API
(application program interface) in order to read and write data to GoldMihleis
password does not hee to be the same as the one used for HelpD&dkey must
however be VALID for GoldMine

Then press 'Next'.
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GoldMine Databases to Use and thefault Database

7 Tele-Support HelpDesk  Configuration E]

GoldMine Contact Manager Link Database Configuration

HelpDesk supports the abiity to Ink to multiple GoldMine databases. Please select the
databases you wish to use with HelpDesk. Please keep in mind that any fields which are
going to be mapped to HelpDesk must exst in each of the databases selected

' [[] Common Contact Set l

‘You must assign a default database from one of the above selected databases.

Defauk GoldMine Database: :Demo File v

(€ o ] [voir_v]

GKS D2t RaAyS RIYauskouldsteaia list & adefilgble
laSa FTNRY D2f RaAySQa RIGlol as

~h ~h

A

K
i

[«=EN (¢}

@)
I

ol
o

Enter the Default Database to Use
Use the drop down combo to choose your default GoldMine database.

Then click/erify to test the connection to GoldMine

HelpDesk will themttempt to make a connection and log into GoldMiriésuccessful,
you will see message indicating you were successful.

You MUST be successful in order to continligiou are not, please go to the GoldMine
database and test the entries you entered féoldMine User ID and Password.
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Contact Manager Link Verfication

Connecting to contact manager...
Retrieving Module Information...
Module Name: GMCMLink
Module Version: 1.2.0.25 {21 Nov 05)
Initializing contact manager link._..
Attempting Login... Login Successful
Contact Manager Link Supports Multiple Databases
Database: Common Contact Set
Database: Demo File
+++ Contact Manager Connection Successful +++

For GoldMine SQL versions 6.7, and version 7 (PE), version 8

If you choose GoldMine MS SQL versiéns OR Version 7 (REpu will see the
following:

T f Tele-Support HelpDe sk Configuration H= B

To uze GoldMing with Tele-Support HelpD esk requires that GoldMine iz installed and run once on
thie local machine.

E ach warkstation that iz to run HelpD esk must hawe access to the cormmon GoldMine database
files. Pleaze locate the location of the GM.ANI file from wour G oldM ine instalation and enter it below.

Location of GM.IMI Ale: | “\Rdtestzerver?GoldMine' _||

GoldMine S UL installations may require 3 pazsward for access. IF so configured, please enter this
infarmation below. For Microsoft SOL Server installations this would be the 54 account and
passyand.

SCIL Server uger name; |Sa |

SCL Server pazsmord: | |

€ Help &€ Back H et )‘
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Location of To use GoldMingvith TeleSupport HelpDesk requires that
GM.INI file GoldMine is installed and run once on the local machine.

Each workstation that is to run HelpDesk must have acces
the common GoldMine database files. Please locate the
location of the GM.INI file from your GiMine installation
and enter it here.

SQL Server GoldMine SQL installations may require a password for

user name access. If so configured, please enter this information bel
For Microsoft SQL Server installations, this would be the £
account and pssword.

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

ozt Goldiing inztallations require a user name and pazsword in order bo access the data
over a netwark, 1 thiz iz the case, then please add your GoldMine user name and GoldMine
pazzword in the fields below, Thiz data will be applied to your HelpDesk user account. [ pou
change pour GoldMine uzer name or pazsword, you can change these values later in the
IJzerz zection of the configuration main men.

Goldtine Uzer Mame: |Administrator |

GoldMine Password: | |

Enter your GoldMine User Name and GoldMine Password.

.

7

/I £tA01 WbSEG¢E (G2 FNNRARGS |G GKS da[ Ay
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7 f Tele-Support HelpDesk Configuration

i i
1

HelpDesk supports the abilRy to link to multiple GoldMine databaces. Please select the
databases pou wish to use with HelpDesk. Please keep i mind that any hields which are
going to be mapped to HelpDesk must exist n each of the databases selected

I You must assign a defaul database from one of the above selected databases. I

Default GoldMine Database: {u:onmncwac:set _:]
(€ Bock | [veiy V]

Here you will see a list of one or more databases that have been setup for the GoldMine
installation. Choose the GoldMine databases youwanttousek Sy~ Ay (KS a5S7¥I
D2f RaAyS 5FiGlolFaSé¢xr OK22aS GKS RSTClidt & RI G
W+ SNATEQO

o

HelpDesk will then attempt to make a connection and log into GoldMiihsuccessful,
you will see message indicating you were successful.

Cannecting to contact manager. .
Retrieving Module Infarmation. .
hodule Marme: GMCMLink
hodule Wersion: 1.3.0.30
Initializing contact manager link. ..
Atternpting Login... Login Successful
Cantact Manager Link Supports Multiple Databases
Database: Common Contact Set
+++ Contact Manager Connection Successful +++

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

For Stand Alone
{GFrYyR 1't2yS R2SayQi NBIdzANBE I O02yySOiAz2y Yy
already built into HelpDesk.
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Contact Manager Options

If you just configured your contact mager for the first timegr you already had your
contact manager chosen, you will arrive at the following:

C2NJ Ittt O2ydalOG YFylF3ISNAR SEOSLI {dlFyR 't2yS§>2
RSAONAOGS gKIFGQa RAFFSNBYUhaptéra@zias@2 yadl OG YI ylI
Advanced Preferences but does have a contact manager field and screen designer).

Contact Manager Options

Launch Contact M anager Connection S ettings \wWizard

-
i Contact Manager: ACT!

t‘% Caontact Manager Field b appings

Inguiry Center View T abs Configuration

Advanced Prefrences

El
El

Launch Contact Manager Connection Settings Wizard

This control takes you to the screen where you choose which contact manager to use.

Use thisselection to return to the screen where you choose your contact manager. This
is the section that was show previously in this chapter as an example of what you see
when choosing to configure a specific contact manager for HelpDesk

See previous pages fecreens and examples. You can return and rerun this wizard
again by clicking on the following button.

ﬁ'\ Launch Contact bManager Connection Settings izard
Contact Manager: ACT!
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Contact Manager Field Mappings

Contact Manager Field M appings

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

Standard Field Mapping

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

Contact Manager General Field Mappings

Fleaze specify the appropriate contact figld for each of the fields below. *ou must aszign at
lzast the Cantact Mame and Company Marme before you can continue.

Compary MName: ||:l:lntal:t.25
Contact Mame; |EDntact.2E
Addresz Line 1: |Enntact.2?
bddress Line 2: |D:untau:t.28

State/Providence: |D:untau:t.31

Zip/Postal Code: |E0ntact.32

|
|
|
|
Ciky: |Eu:untau:t.3[l |
|
|
|

Contiy: | Contact. 33

@ Help ’( Back ] ’ Mext }]

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

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

Field Prompt Field Mame T able Mame ~

Znd Contact 72 Contact

2nd Last Reach 92 Contact =

2nd Phone 74 Contact

2nd Phone Ext. a3 Contact b

2nd Title 73 Contact

rd Contact 75 Contact

3rd Lazt Reach 93 Contact

3rd Phone 77 Contact

3rd Phone Ext. a4 Contact

Id Title 7E Contact

Address 1 27 Contact

Address 2 28 Contact

Address 3 29 Contact

Alan 1o Contact

Alt Phone 71 Contact

Alt Phone Ext. az Contact

Azziztant 47 Contact

Azzt Phone a6 Contact

Azst. Phone Ext. a7 Contact |
L (1] ] [ Cancel ]

From the above screen, you should selectdesired field. You may click on column
headings to sort if that is helpful (some contact managers will display field names as
text, others as numbers).

2 KSy @&2dz KIS O2YLX SGSR |ttt 2F (KS FAStRaz C

Contact Manager Additional Field Mappings

The telephone, fax and e-mail hekds are sll optional field mappings which can be assigned I

Telephane Number; | TBL_CONTACT BUSINESS_PHONE |

Phone Extension: | TBL_CONTACT BUSINESS_SUFFIX |

Fax Mumber, |Ta|._s:|:|nm:1 FA_PHONE J

E-mal Address: | TBL_CONTACT BUSINESS_EMAIL |
(€ Buck | [ New 3]
For ACT!
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Contact Manager Additional Field Mappings

‘ The telephone, 2 and e-mai helds e all opticnal held mappings which can be assgned |

Telephone Mumber: | CONTACT1.PHOMET ._l
Phone Extensior: FOMTACT1.EXT1 d
Fas Humnbisr: COMTACT1.F& d
E-mai Addiess: GMCMLINE_PRIEMAIL ._[

The cortact notepad, il mapped wil allow the user to display sny contact noles rom within an
open ingury, o this field bo operate properly, only 2 memo field should be mapped

Contact Notepad: COMTACT1.MOTES d

@ Hep | € Bock || New |
for GoldMine

Note: If you are using GoldMingthere will be an additional field that can be mapped.

CKAA A& GKS a/2yi0l OG0 b2GSLI REZT NBFSNNAYy3I G2
accessible from within HelpDesk if the notepad is mapped hérken youhave

O2YLX SGSR (KSasS FAStRaxz OtAaAdO|l 2y abSEGE

User Defined Field Mapping

| St1L5Sa] Fff2ga e2dz G2 YIL) dzLJ 42 aSg@Sy wW! asSni
bring over to become a permanent part of the HelpDesk inquiry record

The screen appears aslts:

Contact Manager User Defined Field Mappings

Tele-Suppoet HelpDesk slows you 1o specily up o seven user delined fekds that vl be

copied 10 new inquiny and displayable on the: main inquity queus screen. For increased
performance, we shiongh iecommend pou index these mapped helds. Flease consult pour
contach manageds documentation for futher mformation on how b creats an mdesced held

Fieid Mappi Fioki Capti
Fiekd 1: | TBL_CONTACT CATEGORY =[] |Categary

mdz|TBL_chPm.su:mDE --|z1' |'SII:I:nd-a

P 3 | =[] [Uses3
Field 4: | oy [usecs
Fiskd 5 | =] |uses
FieMd6: | o] [Uses
Field 7: | o] [usee?

Mapping is performed in the same way as previous sectienK Sy R2y S> Of A O1 a{
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Inquiry O# AT OAO 6EAx8 4AA $AOCECT AO
60dzat2yY Gloa y2G F@FAftlIofS Ay WEAGSQ OSSN

Ihquiry Center Yiew T abz Configuration

Overview of Tab Designer
¢CKS yS% GLYIljdZANRE ¢F06 5SaA3aySNE [fft2a Odzad2y
seen in the center section of the open inquiry screen.

You now have complete control of tleeder and sequencef the tabs. You can also
I RR &l RRA (A frybe tustomidesiged itk & hikift oreen designer.

For Existing 3.x HelpDesk Users z Tab Designer

The HelpDesk inquiry screen can look and act as it did before in previous versions while
still allowing you to implement the advanced features as youfgee

If you are a current HelpDesk user, the new tab system allows you to do mainly two
things.
1. Change the order of ALL tabs, both the existing ones and any new ones that
you can add.
2. You can add NEW custom tabs, which essentially can replace the older
WeadsSyQ dGroa fFroStSR axAS¢g wm G2 +ASo
introduced in HelpDesk 3.x.

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

For New User beginning with version 4.0 z Tab Designer
LT &2dz FNB F yS¢g dzZaSNE &2dzxQff 4l yld G2 FRR ac
GLoa G¢+xAS¢ m (2 2AS¢ o¢é¢ FYR Ffaz oKIGQa OFf ¢

Recommendation:.L ¥ &2dz NB | yS¢g dzaSNE dzasS (GKS W¢l o
ALL ofte tabs, but DO USE CUSTOM TABS to setup the View of contact manager and/or
inquiry fields.

Inquiry Center View Tab Configuration
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Click on the following option in Contact Manager setup screen:

Inguiry Center Wiew T abz Configuration

,2dz gAff 4SS a2YSUKAYy 3 gwadnyof thdtd@maiilee G KS FT2f ¢
absent unless you turn them on by activating a feature elsewhere in configuration), as
described below.

Inquiry Custom Field Layout Manager

& &4 Ly & I4|_./ — (m]

MewTab  Edit Tab Select Item AddField AddLabe Edit Item Delete Item ‘ Snap to Grid

View3 | Links | Time Logs | Tasks | History | Contract | Status | Intake Forms [«]+]

Field 1 Field 8

Field 2 Field 9

Field 3 Field 10
Field 4 Field 11
Field 5 Field 12
Field & Field 13
Field 7 Field 14

L oK J | Cancel

Two types of tab controls

e System Tabs
e Custom Tabs

System Tabs

System tabs are all the pexisting tabs that weravailable in pre HelpDesk 4.0
BSNEAZ2YaD tKSasS GaeadSyé¢ Glroa FNBY

e View 13 (allows mapping to up to 14 fields from contact manager 2 NJ WA y |j dzA NJ
fields).

Intake Forms

Links

Time Logs

RMA

Contract Tracking

Status(6 user definednquiry fields plus a memo field).

Tasks

History
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Many of the tabs are optional, depending on whether you are using a particular system
(such as RMA or Contract Tracking, etc.) or just whether you choose them or not (like
the View 1 through 3 tabs).

The® system tabs can be edited in the same way as was done previously. The main
RATFSNBYOS Aa GKIFIG y2¢ &2dz Oy | faz2 NBE2NRSNJ
tabs that you do not want to display.

Some tabs will be removed automatically by desetecthe feature (such as RMA,
Contract Tracking, Intake Forms, and Task Managemé&rgselect these major features
and their corresponding tabs will also disappear.

Custom Tabs
00dza2yY Gloa y204 I@FAfFIo6fS Ay WEAGISQ OSSN

W/ dza i2YQ (Gl otdathepreSEA SHANMRS® (1 0& 4 RSAANBROD
advantage of a custom tab is that you can also use the-bbuitirms designer to arrange

the fields as you choose, and adjust other characteristics as well. That means you can

get more fields on a takhan before, arrange them in any specific order or view, add

YSY2 FAStR&AI LINRPOPARS atArad o02E¢ OK2A0Sa 602V

,2dz YF@S F2NJ SEFYLXSS 6Fyid G2 NBLIIFOS (KS +A
with a custom designed one, or add a amtdesigned screen along with the original
screen. All of this is possible.

Probably the best usage of the custom screens is to rewrite the View 1 through View 3
screens on the earlier HelpDesk versions. The previous view 1 through 3 screens were
fixedformat and only allowed 14 fields on each screen. By designing a custom tab, you
can rearrange the look and feel of the screen as well as put more fields on each form.

Tab Order

CKSNBEQa  6A3 (GKAY3I Fo2dzi Wil oangedido Kl 6 Qa y Sg
appear in any order that you choose, mixing and arranging tabs in any desired order,

YAEAY3 aéaiSYy FyR OdzadG2yYy GlLoa lye ¢l & @&2dz OK
designer as you can drag and drop them to any position you choose.

z . s

Whatfiel AO AAT AA POO 11 A O6#06001 i

s
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Chapter 37 Contact Manager Setup

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

e Contact Manager Fields

o HelpDesklJserDefined keldsin the inquiry record

e Status kelds(6 fields plus a memo field)hich are part of the inquiry record.

Contact Manager Fields:

These are fields from your contact manager (either external contact manager or the

built-in stand alone contact manager). You may select any of the fields that are

displayed whenyoupopup KS FASE R fAad RdzZNAYy3I FT2NX RSaA3
your contact manager and will read the contact manager each time you view the form,

and if the field is editable, will allow you to write information back to the contact

manager when saving thaquiry.

HelpDesk User Defined Fields:

Built into the HelpDesk inquiry record are twenty (24) fields set aside for you to use.

There are 10 character fields, 5 numeric fields, 5 date fields, and 4 memo fields. You

may select these fields to put on a form along with a caption. These argfield K I G Wa i & ¢
with the inquiry and do not affect the contact manager fields.

Status Fields:
These fields were added to Version 3.1. There are six fields set aside along with a memo
field. They remain part of the inquiry record.

The original intentvas that those who were using the additional HelpDesk feature

GLYljdZANE {GF0dzaA tdzof AAKSNE YAIKG gl yld G2 KI ¢
they were going to share with customers. You will notice that there is already a fixed

F2NXYIFG AyQ (KISo &V efalidyYt SR Waidl 1dzaQ o KAOK 02y

Now, with the new tab designer, you can do a new form that has these values plus
others, plus formatting it how you please. If you do not use them in the way mentioned
above, then use them like thetleer inquiry fields (HelpDesk user defined fields).

AEOET ¢ OEA O3UOOGAI &8 4AAO
I OG dzI fview B¢ 3@ KBl V4 statufR (0FKoS TWNB GKS 2yte Gloa O
0KS waeaildsSyQ Glroao ¢tKS NBal gAffy®BaA0KSNI 0S

selected as features in another part of HelpDesk configuration. (You can alter the
sequence of the tabs however. More about that further on in this chapter.)
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Chapter 37 Contact Manager Setup

View 1 to 3:

The View X 3 tabs, available on earlier HelpDesk versions as well, ghovto add up
to 14 fields of your choice to a for(wiew) If you are a previous HelpDesk user, editing

iKS FTAStRa

hy GKS$

themin. ¢ KA a

gAtt 0S lfty2ad GKS alyYS a 0SF2NE
AONBSYy 06St26x L Of A OQ budtofi. ThiswilS s mé G 6

bring me to a screen where | will choose which fields to include and which slots to put
Ad F waeaildsSyQ GFro OLINKB | StLBSal non

Inquiry Custom Field Layout Manager @

[ = SR R 4 = 0O
NewTab EditTab | elect i | Editite | Snap ta Gri
[ [ [T O o [ T —
(Viewl View2 | View3 lnks ' Timelogs Tasks ' Contract - CustomerStatus IntakeForms il
Field 8
Field 9
Field 3 Field 10
Field 4 Field 11
Field 5 Field 12
Field 6 Field 13
Field 7 Field 14
| ok || cancel |
]t AO1LAY3I 2y GORAG ¢Foé ONRYy3I&
Tab Caption: |V’|ew 1 |
Field # | Prompt | Field Mame | Table Name | Field Type | Can Mao... |
1 Department 83 Contact Yes
2 Version 51 Contact Yes
3 Serial # 50 Contact Yes
4 Contact Type 125 Contact Yes
5 Country 33 Contact Yes
[ ContractType 1004 Contact Yes
7 E-mail Login 202 Contact Yes
8 Last Meeting 41 Contact Mo
3 [ReferredBy f49  JContact | JNo |
10
11 Support Level &0 Contact Yes
12 Department 33 Contact Mo
13 Maintenance? 62 Contact Yes
14 City 30 Contact Yes
| EditSelected Field | | Clear Selected Field(s) | | ok || cancel |
Here we camamethetabA y UGKS a¢ | 06 /| LWUWAZ2YE

FTASETtR I &

nature of the fields to display. Simply choose a slot between 1 and 14 and double click
on it. You will next see:
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Chapter 37 Contact Manager Setup

Inguiry Center View Tab Field Properties

(e} Use Contact Manager Field: () Use Additional Inguiry Field
Field Mapping: | Contact.62 =
Prompt: |Maintenance? |

Allow Editing:

Validate Field As: |5trir|g (no validation) ;”

L OK J | Cancel |

You first select the field type, éier Contact Manager Field or Additional Inquiry Field
(one of the 25 user defined fields described above).

After selecting the field type, you then select the actual field by pressing oa K&on

Ay GKS NARIKG LERNIA2Y 2F GKS FASER WCASEtR allL
want to be able to edit the field, and any additional field validation checking (making

ddz2NB AliQa  @GFrftAR RIFIGSET ydzYSNAOI SiOd0®

Do this for up to 14 fields, thmax number allowed on the system view tabs 1 to 3.

Status Tab

This is a fixed format tab that allows you to display on its own tab up to six fields plus a
YSY2 FASEtRO® [ fTAOTAY3 2y (KS WwWaidlddzaQ Gl o6 oA

User Defined Inquiry Status Fields

Tab Caption: |513tus |

Meme Field: |Notes

String Field 1: | Field 1 String Field 4: |Field 4 |

String Field 2: | Field 2 String Field 5: |Field 5 |

String Field 3: |Fie|d 3 String Field &: |Field 8 |

MNote: Blank captions will set that field to not be used.

|I oK J | Cancel |

& 2dzQR

Selectthe labelsfor® FA S a tA1S
S F2NX¥O wSYS

f
AaK2gAy3 dzZL) 2y
inquiry record.

No

R
K

(0p))
[N _e

< <=
(@]
(0p))
Z Q
M B
A
(0p))
Q¢ -
uw —~
> —o
N>
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| AAET C 1T 0 %AEOET ¢ OEA O#00011 86 4AAO

You can have as many custom tabs as you like.can place them in any order that
you like.

¢2 FTRR I yS¢g (GFozx Of AO1 WwywildherSoé pranipted ¢ dzLILIS NJ
with:

New Inguiry Tab Type Selection

Please select the type of tab you wish to add:

(") Existing System [ Pre-Designed Tab

(") New Custom Tab
{ St SOG abS¢ /dzaGt2yY ¢l 0¢

You will then be prompted for the caption (name) of your tab as follows:

Create New Custom Tab

Caption:

IMy Custom Tab|

oK I Cancel |

/| ftAOT RWBE®QEY 0S LINBaSydiSR gAGK | ofly]l F2N)

Inquiry Custom Field Layout Manager

t‘l@%-—“‘(_—|lﬂl

MewTab  Edit Tab Select Item | Add Item m | Snap to Grid

|Buttonssy Time Logs | Tasks | Contract | Customer Status | Intake Forms | History My Custom Tab: Le]v]
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Youcanadd ydzY6oSNJ 2F AdSya G2 GKS GroQa g2NJ] I NJ
GOUGSEGE 2N aFASEtRa¢g G2 G(KAA &aONBSyo ¢2 | RR
then click anywhere on the form itseli¥ou are then prompted to enter the text

desired. You can then drag the text to wherever you want it on the form.

¢t2 FTRR FAStRax Of A0l 2y da! RR CAStR:O® L 2dz g A

Please select the type of field to add to the custom form:
(e) Single Line Field Edit
() Single Line Picklist Edit
_ Multiple Line Memo Edit

) Caption (Text)
i) Button

By selected a "FIELD" data type, please make sure the
field you select on the next screen is a standard one
line data field and NOT a memo type. Please be
especially aware when chosing a memo field from you
rcontact manager to display that you do not select a
single line edit as changes to this field would result in
the memo field loosing all but its first line of text.

L OK .I[ Cancel I

I RSAONALIIAZ2Y 2F GKS aGaFASEtR (eLJSa¢ INB | a T2

Single Line Field Edit These are standard data fields, usually one line in leng

Single Line Picklist Edit This is the same as above, but with the ability for you t
addanpi ck | isto to the fie

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

Caption (text) This is text that you want to use on the form, either
associated with a field or just to use as a caption.

Buttons There are two types of buttons.

Therebds a button that wi
notepad of your choice.

Thereds also a button th
choice and pass parameters to that program, including
contact manager or inquiry values.

{ St SOG GKS RIGI (&L ¥FNE Binglekise Pickis Rad OK2 A OSad

You will see a fon similar to the following (already filled out with our first value).
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| New Picklist Field

Field Source

] (®) Inquiry Data Field [ Contact Manager Field

fl ) Inquiry Status Field
Field Name |1nquiry.u5ERFLD_NUM01 _||
Tab Order:
Picklist Mame: |Dperah'ng System ;Il

Indude Caption

Caption: |O|:| System| I

LY (KS +F020S aONBSys LQ@S aStSOGSR G2 AyOf dzFf
0KSY Ay WCASt R listtheddual fiedd$ wast@iuSsRlecedBich |

tab order | want ito appearon the screeni(e.,when | press my tab key on the

keyboard, what is the sequence of fieldsfollow). | then decide if | want to allow it to

be editableor view onlyand if | want it validated, and what type of valitbn is

performed (blank values bypasses validation).

Ly G4KS 1 02@3S aONBSY 6KSNB 6S SYyGSNI Ww¢l 6 hNRS
number, it will force all other fields after it one number higher.

Picklist

{AYyOS 6S aStSOILBR MNS LINBYODE S\R G2 SRSGSOG | a
FAStRO® 0¢KS RNRL) R2¢gy | ftt2pa &2dz G2 aSt SO
to duplicate them.) Note: if you want to duplicate picklist from your contact manager,

@ 2dzQf t K ledd Bandaily wheR you éoifigure the picklist in the HelpDesk

program.

The actual picklist values are built and constructed inside the HelpDesk program itself
FYR $2N] 2dzad fA1S 20KSNI LIAOlTftAada Ay | St LI5S
picklig field.

We thenadd a caption and tell the designer if | want the caption to be included on the
screen with the field itself (recommended).

Go through this for eacheld you want to add to the form. Below is a finished screen

that has been designedt has a combination of contact manager fields, inquiry fields,
memo fields, and action buttons.

54



Chapter 37 Contact Manager Setup

Inguiry Custom Field Layout Manager

) ] K =4 ‘ ’ - ‘ O
Mew Tab  Edit Tab Add Item Edit Item Delete Item | Snap to Grid
std | view2 " view3 [Py Custom Tab, " Links | Time Logs " Tasks | Contract “'Buttons ), L]

UserMema

This form has a mixture of all three types of fields.

¢2 SRAG | FASERY aAayvYLX e aNRIKG OftAO1¢E 2y | 7
:EUSERFLD_:DmmI::::::::::I
A #  Edit Ttem

' = Delete ltem Del L—

and then edit the field as as done when adding it.

You can drag either labels or fields around as desired. Use the arrow keys for smaller
Y20SYSyGao [ £tA0] 2y (UKS G{ylILI 4§42 DNARE¢ Ay i
lining up fields and prompts.

When done editing, clicRy G KS dahyYé {Seé&o

Buttons
dzid2ya OFy R2 (g2 (GKAy3Iao ¢tKSe& I NB¢
e stamp a notepad with user/date/time information
e run a program (and pass parameters

Stamping a notepad

Stamping a notepad is quite easp.A S G KS odzidz2zy | OFLIWIA2y> asSt
and from the dropdown, select from the memos that you have already placed on your

screen. See sample screen following:
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Create New Custom Button

Button Caption: |Siﬁrn|:| notepad |

(®) Memo Timestamp Entry

Selected Mema: Inquiry.LEEF:FLD_I"‘IEI"‘ID 1

() Launch External Program
| B

Launch External Program

With this button type, you can launch an external program and pass values from
HelpDesk or from your contantanager. You select a program to execute and if

RSAANBRE 6KAOK LI NIYSGOSNE (2 dzaSo ttSIHasS as
t I RE P ¢KS LI NFYSGSNR INB O2yaidNHzOGSR Ay (KSE
LaunchPt R¢ @

Arranging the Order of the Tabs

This is very simple. Simply left click on the desired tab to move, then drag it either left

2NJ NRIAKG P hNE &2dz OFy NAIKG Ot A0l 2y | G o6
2N WY2@S NARAIKGQO

Adding and Removing Tabs

Youcanremove Gl 6 o6& NAIKIG Ot AO1Ay3a 2y | Glox GKS

menu.

Removing Custom Tabs

LT @2dz NBY20S | aOdzad2Yé¢ dGroxX AdG Aa 3I2yS | YR
add it all over again in the screen designer. Remember, yoneaar lose data as

GSOQNB 2yfte (Fft1Ay3a o62dzi NBY2QAy3a &aONBSya |y

Removing System Tabs

. 2dz Oy NBY2@S | aeaidsSy Glo odzi WNBY2QAYy3IQ A
desired, you can go back andadd it. Sine the formatting is set in custom tabs, if you

gAaK (2 WIRR A0 o0F0O1Q @&2dzftt &aSS GKS &l yYS ac
view.
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System tabs may be removed if you eliminate a particular feature in other parts of the
configuration. For example,ybu disable RMA or Contract Tracking, their tabs will not
appear in the Tab Designer. If you add that feature back, the tab will reappear, but at
the end of the line for tab sequencing.

Adding back a System Tab
To add back a systemtabthathas b&&B Y2 OSRX aAYLX & Of AO|l 2Y dab¢

are one or more system tabs that have been removed, you will see them as a selection,
similar to the following screen:

New Inquiry Tab Type Selection

Flease select the type of tab you wish to add:

{#) Existing System / Pre-Designed Tab

Standard View 3

") New Custom Tab

/I £t A0l 2V dQEXSééjé)\AyEEyé[l%éwl-ééYé KNItRNBSH  odzid2y | yR
desA NE R @ Ly G4KAa SEIFYLX S AdQa 2yS 2F (GKS @A
This will add back the tab but put its position at the end of the line (last).

TechTipLT &€2dz NBY2@0S ' yR (KSYy IFRR o601 | a{eéeai:
previously had inthetab. H6 SGSNE A F &2dz NBY20S | 4G/ dzadgz2y

customizations. You will need to recreate all custom tabs from scratch if you delete
them.
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Advanced Preferences
Advanced Prefrences
Note: Not all functionsavailable for buikin Stand Alone contact manager.

This section will vary according to the contact manager chosen.

Contact Activities and Notes

Contact Activities
Create a contact activity for each new inguing
When creating a new inguing, you may optiohally have an activity or hote created in the contact

rmanager with information abaut the ngquiry that was created. This infarmation will be updated every
tirne pou work, on the inguiny.

In addition to the bazic information, you can add the following information to be included in the
activity,

Extended Header

DOriginal Prablem Maotes
Biesalution Mates

[] User Defined Fields [Mates)]

Note: Contact Activitiesib h ¢ I LJLJ AOF 6fS G2 .a{dGlyR ! f2ySé¢ |

The purpose here is to write back varying degrees of information about open aredl clos
inquiries to the contact manager, such as ACT!, GoldMine, TeamScope, Outlook, etc.
How this is accomplished depends on the individual contact manager.

ForACTAR G Attt GNARGS ab20Sa | Aad2NRé o2dzi Sl OK
inquiry changes.
C2NJ D2f RaAyST Al oAt
AYIldzZANE A& 2Ly |IyR
closed.

f 6NAGS |y FOGA@GAGE GKI G
Ada | dzi2 Yl G dguirytist @ Y2 QOSSR
NOTE:! yS¢ FSIF{Gdza2NE F2NJ !/ ¢HZ GKS 4dnlfoBf LI5Sa|1 Ly
ACT@ 2002008 that allows you to view in a grid format all open and closed inquiries

from HelpDesk plus ngpads. See Appendi The HelpDesk Viewer is a much better

way to see the same activity than writing to notes history. While you can do both, the

| St 1LI5Sa] OASESNI A& 6SGUSNI YR @2dz OFy OK22a S
FOGAGAGE T2 NJSed AppndiyGodnfoimgtiprdahd\id idskall the

HelpDesk viewer for ACT!
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Besides creating the activity/note, you can determine here just how much information
you want to create in the contact manager by using the above settings.

Create a contact activity Checking this box will allow HelpDesk to create an acti
for each new inquiry in your contact manager when a NEW inquiry is startec

Each time the inquiry is worked on in HelpDesk, the
activity will be updated in the contact manager.

Updated informationwill include inquiry number, status,
date started, and information about the inquiry.

For GoldMine: When the inquiry is current, the activity
gAtf I LILISI NJ dzy R SONénifigkufthex t ¢
pending activity in GoldMine will display the inquiry
notes. When the inquiry is finished (resolved), the
FOGAGAGE Attt | LIISF NI dzy R¢

For ACT!: The inquiry information will appear as notes .
history and will contain summary and or detailed
information about the inquiry.

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

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

Resolution Notes Adds Resolution Notes to the informatistored in the
activity.

User Defined Fields Adds the User Defined Fiel@tatus fieldsimmemo to the
(status)Memo Feld information stored in the activity.

Specify user name on  This determines which User Name is assigned to the
activity as: Activity created in GoldMine. It can be either
(GoldMine only)

GoldMine User ID, or

HelpDesk User ID

Set Activity Time as: When an activity is created in GoldMine, HelpDesk can
(GoldMine only) assigno the activity

Actual Time, or

Specific Time
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Since it creates an activity in GoldMine, you may not wi
it showing up as part of a calendar entry during the day
¢CKAE ff26a &2dz 62 aOKSR«

s 2 s 2

¢tKS 06A33SalG RGOy (dlFI3S 2F dzaAaAy3a GKS 1620S TSI
| St L5541 dzASNEéX &adzOK Fa alfSa NBLAI AYyTF2NYE
WKS-HzRI® 2y Odza 2 YSNI &S NIA bebrezalihgiorbaésiorhed | £ & dzLJL

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

Iriquiny Auto Lookup
Perform Mew Inguing Auto Lookup

“When pour contact manager iz opened, you can have Tele-Support HelpDesk automatically
pre-zelect the contact that iz currently selected in the contact manager.

This feature works only with:
ACT!version6 (not ACT! 2008 2008, which uses a different method)
AndGoldMine version$ - 8

The inquiry auto lookup featurs very useful for HelpDesk users who also work in the
contact manager and wish to first find the desired contact inside the contact manager
before going to HelpDesk to process.

LF 020K 1 StLBSa] FYR GKS O2y il OO0 wl yF3aSN I NE
{ SFNOKE Ay 1StLIBSalz 1StLISal] sAtft ldzizYlFGAC
O2y iUl Ol YFyYylF3aSNI YR ldzi2YFGAOLIfte tAY]l AlG Ay

You might typically use this for instances where you work mostly in the contact manager
and when someone calls, you find them in the contact manager, go to HelpDesk, click on
New Inquiry Search, and the proper contact is already linked and ready to use.

Remote Control Feature
Il FSFGdzZNE RSaAONRAOGSR | Ret@SCordtrtd dzig2K S[y2 203ad3LB0 FA2ENJ C
ACT! versions 2005 to 200

60



Chapter 37 Contact Manager Setup

NOTE: However, this feature is also contained in the HelpDesk Viewer for ACT! 2007
through Act! 2009. Please see Appendix G.

LG NBIdzANBa || ALISHOYVET TRWAOGF CHKGAZ2Y YR &LJX dz=

Instructions andristallation files can be found on our dine HotTips Knowledgebase.

Go our web site, select Knowledgebase from the main menu, select version 3.211 or 4.

¢CKSYy R2 | | Ses2NR daFEIdaNOK 20de dairzt € &aSS | K24
two files todownload.x oH MPv ! nmnX a!/ ¢ wSY24S /2y iNBE ! O

The purpose of this pluop is to find a record in ACT! and then easily switch to HelpDesk
Ay GKS abSg LyIlidZANE {SINOKé¢ aONBSy gAGK (GKS

Company Level Mapping

Compary Level Mapping
Allow mapping to company level figlds

[ ] Require a company record link. for each inguiny.

This feature works only with:
ACT! 20082008

This feature allows users of ACT! 2@@008 to map their contact and center view tab
fields to fields on the company level of their ACT! 2Q@®08 database, as opposed to
just the contactlevel fields that would otherwise be available.

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

Require a company Checking this box will require that a company level exis
record link foreach for each contact in order to create an inquiry for that
inquiry contact. If no company level exists for a particular cont:

an inquiry will not be able to be created for that contact
Thisis especially useful if using contract tracking with
mappings to the ACT company level.

Re-linking an inquiry to a different contact record.
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Inquiry Contact Relinking
w| Enable Inquiny Relinking Option

If you check tfs box, you enable the ability to use thelneking function in HelpDesk.
This feature wilallow you to relink an inquiry to a different contact record.

You might use this in several examples. First, there may be a broken link between
inquiry and contact record (perhaps the contact record got deleted). Secondly, it may
be that you just linkd to the wrong contact record in the first place. In either case,
KSNBQa K2¢g AGQa R2ySo

Start on the Current Inquiry screen and select the inquiry you want-tmke Then right
click on the inquiry and select4k contact

Open | You are then taken to the normal New Inquiry Search Screen. From
New here, you search until you find threew contact record that you

Delete want to link TO.

Re-Link Contact |

Goto After selecting a record, you will then see alRek button which

Refer you should press.

Schedule Fielirk. |nouing

SeRD The inquiry is novinked to a new contact record. The only thing

E::: that is changed in the inquiry is the Company Name which is
" updated from the new contact manager record. Everything else
i , || remains the same.
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Chapter 4 z Custom fielAO AT A OAOAAT O &I O

The choices "Manage Custom Fields" and Custom Fields Layout" are for Stand Alone
only. Tthese functions help you customize the fields and view of your stand alone
contact manager.

Manage Custom Fields

Manage Custom Fields
Eas

Besides the standard fields, such as name, company, address, phone, email, etc which
are built into the Stand Alone database, you can also add any number of fields to the
contact manager as you wishlo do so, click on the "Manage Custom Fields"

You will be presented with the following screen.

Manage Standalone Contact Manager Custom Fields

Praompt Fizld M ame Figld Type Field Size
Product PRODUCT Character 40
Add Cateqary CATEGORY Character 20
WIP wip Character 3
Expedite expedite Character 3
Wergion WErEion Character 10
Sernial # serial Character 14
Op Syztem opzpzten Character 14
Service Pack zervpak Character 10
Haz Contract TEMVICEET Character 1
Contract Type sErvicetype Character 3
Contract Start zervicestart [ ate M A,
Contract End servicesnd Date M
Purchazed SEMVICEPL MHurmber M A,
Uszed sEMviCeUse Murnber M
Balance zervicebal MHurmnber M A,
Download Yer. DL ersion Character 25
Lazt UpDate zerviceupd Date M A,

The above screen already has some fields that have been added. You can sort various
columns by clicking on the column heading.

The screen above is to Add, Edit, or Delete custom fields in your standdataizase.
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If you are starting new, then you will see only two fields listed, Category and Product
(you may delete these fields if you wish).

To add a new field, click on the "Add" button and you will be presented with the
following screen.

Custom Fields

Add aField
Prompt
Field Name I
Field Type Cﬁaracter |
Field Size

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

Continue to add fields as your database requires.

Custom Field Layout

Now that you've selected the fieldsat will be used in your standalone database, the
"Custom Field Layout" function allows you to determine just how they will be displayed
in HelpDesk.

There are approx 16 fields that come with your stand alone contact mandgese
fields are NOT editde and you cannot change therithese fields are always presented
at the top of the screen when showing a contact manager record.

A sample record, as it will be displayed in HelpDesk might appear as follows:
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% Edit Contact =13

Contact Detalls

First Name: BoHy Last Nare: Smith 7 Title: ’ Mr. [

Contact:  Bob Smith || Phone: |555.555-4444 o | Ext |

Company: |Acme w || Fax  |4445558686

Address 1: |PO Box 77777 ‘ E-Mail. Bob@écme.com
Motes:
[This is our best customer

Address 2 \

City: ’;Tampa au ‘ State: ‘FL au ‘ _Z_ip;}33443 =l

Country: ‘USA |

Misc | Inventory|

Dperating Sys fwfindows 2000

Purch Date &1?173;50704 v |

Service Pack 5.5

o ] [Comeel ]

You'll notice that there are two tabs showing in the bottom half of the screen, "Misc."
and "Inventory". These two tabs are completely user definable and you mayaaldas
many tabs as you wish to further define the appearance of your databdastisnext
section, "Custom Fields Layout", you'll decide what tabs you'd like to have and which
fields will be assigned to each tab.

# Cugtom Fieldz Layout

Custom Fields Layout

Clicking on the "Custom Field Layout" option, will bring you to a screen that will allow
you to wistom design both Tabs and Fields that will appear under each tab.

Following is a blank screen, with no customization. (Note: If you turned on Contract
Tracking, under Optional Features, it will insert its own contract tracking tab for fields
automatially.

Following is a blank screen with a default tab (which can be renamed).
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Chapter 41 Contact Manager for Stand Alone Contact Manager

First you should adthe TABS K 1 22 dzQR fA1S (2 dzaSo . 2dz OF
G2L) A02y 2y (GKS fSTG #The ofekuSderdt B ESHb)G! RR | ¢ |
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Now, click on that tab to make it active and we can begin to add fields to the screen.

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

¢2 Fdzi2YFGAOFfft& AyOfdzRS | LINBYLIiZ &aStSOd (K
The bottom icon, is a toggle to set on or off a sndp grid to help you align fields.
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