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1 I NTRODUCTION  

In Public Folder HelpDesk  Ꞌ or PF HelpDesk   support cases or other issues that need  to be tracked 

are formalized in tickets, which are filled out automatically or by the people working at the helpdesk. 

The  tickets  are easily distributed among the staff, confirmations are sent out automatically and 

when  a case is closed the ticket can be saved in a knowledge base. The information in the tickets 

also is automatically saved into a database where it can be searched and used in the integrated 

Statistics tool.  PF HelpDesk  is totally inte grated in Outlook.  

 

 

 

In Outlook 200 3, which has no ribbon,  most  buttons are placed in a toolbar to the right of the ticket 

list, refer to The  PF HelpDesk  Outlook buttons .  

 

In this manual we have chosen to take support cases as examples, but PF HelpDesk  can be used for 

all other issue tracking purposes as well.  

 

When we talk about clients  in this manual we mean the people who are handling the tickets, for 

example members of a support team , or the machines used by them.  

 

The scree nshots in this manual come from either Office 20 10  or 2007. In some cases, when the 

layout differs significantly, we also show screenshots from Outlook 2003 .  
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In this manual we talk about e -mail conversion, but tickets may also be created 

from Outlook Ta sks  or A ppointments  by using the PF HelpDesk  conversion 

button.   

 

 

You are welcome to print this manual or parts of it and use it within your organization. You may also 

change or add text or images so that the manual better suits your needs. To make this easy we 

have opt ed to offer it in .DOC format as well as in .PDF .  

 

Section 4 and 5 are of use for all staff working with PF HelpDesk , while the rest of the manual 

mainly is intended for the administrator/management.   

2 REQUIREMENTS 

To install and use PF HelpDesk you need  

 

 Microsoft Outlook 2003  and above installed on each client.  It is h ere the most of the work 

takes place.   

 An Exchange server, any version , for sharing and storage .  

 Microsoft Excel 2000 and above for the statistics tool.  

 Windows 2000, XP , Vista  or 7  

 

For installation in a shared mailbox you need to allow scripts in shared folders, refer to Install ation 

of  PF HelpDesk  in a Shared M ailbox . 

 

For installation in a public folder in Outlook 2010 you need to allow scripts  in public folders, refer to  

Central I nstallation . For lower versions of Outlook scripts are allowed by default.  

 

The application helps you get more out of Outlook  and Exchange , but it does not assist  you with the 

general configur ing of those programs.   

2.1  OFFICE WEB COMPONENTS 

If you  use PF HelpDesk  with Office 2007 and 2010 you need to have Office Web Components 

installed  for :  

 PF HelpDesk  Settings  

 Statistics  

 Search of closed tickets  

 

Office Web Components are not installed by defau lt with Office 2007  and 2010 , but the Web 

Components for Office 2003 works fin e for 2007 and 2010 also. If you donôt have them installed you 

will be prompted to download them if you try to run  one of the four features listed above.  
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3 THE TICKET  

The PF HelpDesk  tickets are ordinary Outlook post items that you may customize to suit your 

organizationôs needs. Here below the default ticket is described. For customizations, refer to 

Customize the  Ticket  HTML Form . 

 

 

3.1  MANDATORY FIELDS  

Only  a few fields are mandatory  in the PF HelpDesk  ticket. These fields are marked with a red star 

( * ) , Ticket s can be saved with some of the  mandatory  fields empty, but tickets  cannot be closed 

until all mandatory fields are filled out.   

3.2  PARTS 

The PF HelpDesk  ticket form is divided into three parts, the Toolbar Strip, the HTML Form and the 

Tab Strip.  

3.2.1  Toolbar Strip  

The Toolbar Strip  contains buttons for different options: Save the ticket, C lose the ticket, Export 

ticket data to an Outlook Task, Insert a FA Q Reply, Forward the ticket, Add ticket data to a KBase  

article and Delete the ticket.  

 

 

C lick Save  and Close Window  if you wish to save the ticket changes and then close the ticket 

window.  
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C lick Save  if you wish to save the ticket changes and then conti nue working with the ticket.  

 

C lick Close  when the support case is finished. The ticket is then closed and will be removed from 

Outlook. Refer to Open and closed tickets . 

 

 

  

C lick Task  to create an Outlook Task, which is saved a mong your personal tasks. The newly created 

task can be used for synchronizing  with a phone or PDA.  

 

C lick FAQ Reply  if you want to insert a standard answer in the ticket.  For more information, refer to  

FAQ. 

 

C lick  Forward  if you want to forward the ticket to another person.  

 

C lick Add t o KB  to create an article in the knowledge base from a ticket that will be closed.  It is 

then added to KBase , the kalmstrom.com knowledge base that runs inside Outlook. For more 

info rmation, refer to  KBase .  

 

C lick High or Low Importance  to add the normal Outlook Importance icons to the ticket. The 

default status is Normal.  

 

C lick the Print  button to print the ticket.  

 

C lick the X button to del ete  the ticket  from both Outlook and the database . 

3.2.2  HTML Form  

 

In the HTML Form  you can set different ticket properties.  You may add your own fields to the HTML 

Form , refer to  Customize the  Ticket  HTML Form . This is the default for m:  

 

 
 
Ticket ID , Creation Time  and Created by are set automatically and cannot be changed.  

 
Caller Category , Status , Incident  Type  and Responsible  are easily chosen from drop lists. You 

can also select ñNew entryò and create a new entry. In the Settings,  Ticket form settings , the 

administrator c an select how these new entries should be handled:  create new objects, ask or do 

nothing . 

It is not possible to close a ticket if one of these values is non -existent in the database.  
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If a  default Responsible is set for the  caller, the name is automatically filled out when the caller is 

selected. If no default Responsible is set, the Responsible person is selected manually from the drop 

list. Refer to  the Settings, Caller  tab.  

 

For  Due Date ,  click the icon and pick the date .   

 

The Caller Name  may be picked from the Global Address List  or Outlook Contacts , and it may 

also be chosen in the dropdown from the Callers list  in the PF HelpDesk  Settings. T he other  details 

about that caller are then filled out automatically. When you convert an e -mail to a ticket some of 

these fields are filled out automatically with details from the e -mail.  

 

When a new caller is entered in the callerôs field, the information about this caller can be 

automatically saved to the database and show up in the Settings under the Caller  tab, refer to  Ticket 

form settings . 

 

E- mails to Caller and Resp onsible  informing them of the ticket can be sent by clicking the e -mail 

symbol. Refer to  Manual e -mail to the c aller  and Manual e -mail to the r esponsible . These e -mails 

may  also be sent automatically, refer to  Templates . 

3.2.3  Tab Strip  

 

 

 

In the Tab Strip  you may find different options like Body, Work Done  and maybe also  Sent and 

Received Emails.  

3.2.3.1  Body Tab  
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Under the Body Tab  you will find the body of  the ticket in an HTML editor. If you convert an e -mail 

to a ticket, the body of the e -mail will be placed here. You may edit it or add text, and if you right 

click the HTML editor, a context menu will be shown.  

 

 

In the Attachments List you can open, save  as and 

remove attachments by right clicking them. You may 

also add new attachments with the ñAdd 

Attachmentéò button. 

 

3.2.3.2  Work Done Tab  

 

 

Under the Work Done Tab , click the + sign to enter a work description and a time.  This is especially  

useful if severa l people  work with a case, or if you work with it on several occasions.  

 If Minutes worked is not filled out, the standard time stated by the administrator in the Settings is 

suggested automatically when the user clicks C lose to close the case.  

3.2.3.3  Sent E -mail s and Received E -mails Tabs  

The Sent and Received Emails Tabs  will be visible if the administrator has checked the option 

ñSave e- mails in Sub foldersò. Here you can view all sent and received e-mails for the selected ticket 

and open them by double clickin g.  

 

 



kalmstrom .com  
Business  Solutions  

ς leveraging your Microsoft® 
 

 

 
Public Folder HelpDesk V11   Manual 

 

www.kalmstrom.com 
 

 

10 

3.3  OPEN AND CLOSED TICKE TS 

Open tickets  are PF HelpDesk  tickets that concern s cases which  are not finished yet . They are 

stored both in the database and in the Outlook folder.  

 

C lick  the  Close  button in the Toolbar strip when the support case is finish ed. The ticket is then 

closed and will be removed from Outlook. It is still saved in the database  and easily accessed by 

Search  and Reopen .  

 

In the database  table  tblTickets , field blnClosed , the open tickets are marked ñ0ò and the closed 

tickets ñ1ò or ñ-1ò.  

 

In the Closed  field of  the statistics tool  you can choose to see data from all tickets, or from only 

closed or only open tickets. False = not closed (= Open). True = C losed.   

3.3.1  Automatic reopening  

If a caller replies to a ticket e -mail and the ticket already has been closed, PF HelpDesk  

automatically opens the ticket again. Only if  the former ticket has been deleted from the database , a 

new ticket is created.   

 

For the ticket to be reopen ed the  caller should reply to  a ticket e -mail which contains a ti cket ID  in 

the subject. Callers receive such e -mails on manual replies from ticket form (by clicking the e -mail 

symbol), refer to  Manual e -mail to the c aller . These notification e -mails may be also sent 

automatical ly , refer to  Templates . The ticket will be reopened either the reply is converted into a 

ticket manually or automatically.  

 

 

 

4 HOW PF HELPDESK  SIMPLIFIES THE SUPPORT STAFFôS WORKFLOW 

There are basically t hree  scenarios for helpde sk personnel: they receive their cases by telephone , by 

e-mail  or via a web form . E-mails and messages from the web form can also be converted into 

ticket s automatically.  

4.1  TELEPHONE CALL 

When answering the phone, the support person opens a new ticket by c licking the 

New  button in the PF HelpDesk  toolbar .  

 

The Caller  can be added in several different ways:  
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1.  Picked from the Global Address List  or from Outlook Contacts .  

 

 

When a person is picked from one of these registers the form is filled out with the pe rsonôs 

name, e -mail address, telephone number, caller category and a ñMore infoò link, if 

applicable.  

 

 

 

2.  The Caller may also be picked from a drop list  of names, which are beforehand specified 

under the tab Caller  in the Settings. Also in this case the  e-mail address, telephone 

numb er , caller category and URL are  filled out automatically , if they are specified in the 

Caller Settings.  Refer to  Caller . 

 

3.  If the Caller is a new person ,  you have to  write in the details . If the checkbo x for Auto -

add new caller  is checked  in the Settings , this callerôs name and e-mail address is 

automatically saved to the database  and will thus show up in the Settings under the Caller  

tab. The next time this caller can be picked  according to method 2.  For more info about 

Auto -add  refer to  Ticket form settings . 
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In the ticket body  the Creator  of the tick et writes a description of the Incident . The body also has 

room for a description of th e Solution  to  the problem, which is normally written by the 

Responsible  person . 

 

An automatic e - mail about the ticket creation  can be sent to the caller, refer to  Automatic e -

mail to caller when ticket is created . 

 

If an e -mail wi th the solution  or request for more information  should be sent to the caller, just 

click the e - mail symbol  to the right of the e -mail field and the e -mail is created.   

 

 

 When you click the ñSave  and C lose  windowò button in the ticket , it will be saved  as an open 

ticket , and  the ticket window will be closed . You will still have the ticket at hand in Outlook.  

  

 

Click the ñCloseò button when  the case if finished.  Then the ticket is removed from Outlook and only 

saved in the database, but it may be opened via the Search C losed tickets feature, refer to  Search 

and reopen closed tickets . 

4.2  E- MAIL ,  MANUAL CONVERSION  

Convert e -mails to tickets manually with the Conversion  button ,  which  was added to 

the Outlook toolbar when you installed the PF HelpDesk  C lient Tools.   With this button 

you may also convert Outlook Task and Appointments in to tickets.   

      

 

Open or select the e -mail, click the PF HelpDesk button in the toolbar, and you are shown a dialog 

that lets you choose between creati ng a new ticket  based on the information in the e -mail and  

adding the e - mail  information to an existing ticket.  
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For adding an e -mail to an existing ticket to work, one or both alternatives for e - mail history  must 

be enabled under Other settings . 

 

If you select to create a new ticket from the e -mail, t he title of the e -mail is set as the Subject, the 

Caller is the sender of the e -mail and the E -mail address is also always known. Further information 

about the sender is filled ou t if preset in the Settings , or if information about the sender is available 

in the Global Address list or in one of the Outlook Contact folders .  

 

I f the Settings checkbox for Auto - add new caller  is checked, and an e -mail from a caller who is 

not represen ted in the Callers list is converted to a ticket, this callerôs name and e-mail address is 

automatically saved to the database  and will thus show up in the Settings under the Caller  tab. 

Additional information about the caller mig ht be added there, and  next time this caller sends an e -

mail that info will be shown.  For more info about Auto -add  refer to  Ticket form settings . 

 

The body text  of the e -mail is placed in the ticketôs body. Attachm ents  from the e -mail are also 

copied into the ticket. They are shown in the attachments list to the right and may be opened from 

there . 

 

 

 

Under the Work done  tab you may write a description of the work done to the ticket. If minutes 

worked on the case is  not  filled out, the standard time stated  by the administrator  for that Incident 

type  in the Settings is suggested automatically when you  click ñCloseò to close the case. If there is 

no setting under that tab, PF HelpDesk  takes the default value for all ti ckets set under the Settings 

Ticket form tab.  

 

C lick the plus sign to add the description (and time) to the non -editable  field below. This is 

especially useful if several people work with the ticket.  
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When the ticket is posted, the e -mail is tagged 

wit h information about ticket number and the 

time the ticket was created.  

 

This ticket ID is used for the E-mail history  

feature.  

 

For information about automatic conversion, refer to  Automatic conversion of e -mails into tickets . 

4.3  WEB FORM,  MANUAL FETCHING  

The tickets from the web form 

can be fetched manually , by 

pressing the button in the 

Advanced section or for Outlook 

2003 the button  in  the right side 

panel. Then it is handled as a 

ticket converted from a n e -mail, 

see  above.  The web form button 

is only shown if a web form is 

used.  

 

For information about automatic 

fetching, refer to  Enable 

Automatic Tracking . 

 

5 WORKING WITH TICKETS  

5.1  TASK CONVERSION  

 

 

Tickets can be  converted into Outlook Tasks. Just click the Task  button in the Ticket Toolbar Strip , 

and a task is created. C lick Save and C lose, and the task is saved among your other personal 

Outlook tasks. This procedure does not change the ticket in any way.  

 

5.2  SEARCH TICKETS  

PF HelpDesk  has two Search functions . Both 

functions search the full text, and ticket number 

as well as all other fields can also be searched.  
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5.2.1  Search open tickets  

Use the Search button with tickets in the icon when you want to search among open  tickets in the 

PF HelpDesk  Outlook  folder . Write the search term or number in the search field and click Search.  

The hits are arranged according to view settings.  

 

 

 

 

5.2.2  Search and reopen closed tickets  

Closed tickets are only removed from Outlook, not fro m the 

database. Therefore you can search and reopen the closed tickets. 

Search among the closed tickets in the database with the Search 

button that only has a magnifying glass icon . When this button is 

clicked , a search form comes up.  

 

 

 

 


















































































































































