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1 | NTRODUCTION

|
¢ leveraging your Microsoft ﬁ] PF HeIpDesk

for Outlook®

In Public Folder HelpDesk

' 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 savedin 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.
IE—“ LE:H 9 |5 PF HelpDesk - Mailbox - kalmstrom.com - Microsoft Outlook =
Home Send / Receive Folder View
% = #i| New ticket [Q) Search & ; 23 v 4
ﬁ' Configure Responsible -
MNew | Delete | Respond Quick Move | Tags Find | Send/Receive
- - - h Statistics  Advanced - Steps v - - - All Folders
PF HelpDesk Quick... ra Send/Receive
4 Favorites <
|Search PF HelpDesk [Ctrl+E] 2|
(5 Inbox (10)
. FY
E Sent Ttems Arrange By: Custom... |
_____________________________ w] A worker for a local Tue 7/5
= DEIEEE = FWE Tannamuri, Yoshi =
42 Inbox (10) %] An unfailingly polit 6/9/2011
4[] Calenda Wilson, Fran 4
(3 Calenc “] And another user was 3/8/2011
> (A KBase Pfalzheim, Henriette ¥
| PF Helpl %] Ihad been doing Tec 4/17/2011
(7| Drafts [3] Pfalzheim, Henriette L]
> [ sent Items “] I have a friend who 4/20/2011
- G Deleted Iti _ Yarres, Jaime 4
- 1| %] 1have a friend who 5/30/2011
@ Mail Magy, Helvetius
%] Overheard in a compu 9/17/2010
ﬁ [E| Lﬁ x Snyder, Howard i -
Items: 300 Unread: 146 | 4 Reminders: 1 | M Eg o20% !

In Outlook 200 3, which has no ribbon, most buttons are placed
list, referto The PF HelpDesk Outlook buttons .

in atoolbar to the right of the ticket

In this manual we have chosen to take support cases as
all other issue tracking purposes as well.

examples, but PF HelpDesk can be used for

When we talk about  clients

example members of a support team

in this manual we mean the people who are handling the tickets, for
, or the machines used by them.

The scree nshots in this manual come from either Office 20
layout differs significantly, we also show screenshots from

10 or 2007. In some cases, when the
Outlook 2003
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In this manual we talk about e -mail conversion, but tickets may also be created
from Outlook Tasks or Appointments by using the PF HelpDesk conversion @
button.
PF
HelpDesk

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 offerit 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. Itis 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 ina SharedM ailbox .

For installation in a public folderin Outlook 2010 you need to allow scripts in public folders, refer to
Central Installation . For lower versions of Outlook scripts are allowed by default.

The application helps you get more out of Outlook and Exchange , but it doesnot  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

@ Searchof closed tickets

Office Web Components are not installed by defau It with Office 2007 and 2010 , but the Web
Components for Office 2003 works fin e for 2007 and 2010 al s o. I f you dondt have them
will be prompted to download them if you try to run one of the four features listed above.

P

Unable to start the M5 Office Web Components!
Flease download these FREE component from Microsoft Download
Do you want to go to that website now?

la ] [ Mein
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3  THETICKET

|
¢ leveraging your Microsoft ﬁ] PF H

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

elpDesk

for Outlook®

describe

organizationbés needs. Here below the defaul trefariocket i s
Customize the Ticket HTML Form .
b {Ticket 24) I received the soft == =]
G d e S E a8 s&X]

Subject:| | received the soft 1D: 24 Time: |1/19/2011 6:15:00 PM

Caller:

Due: |1.r2n;2011 B

name: .. | [Miller, Rita

Creatsd hy:lKaImstrom

E-mail: |m|:JIIer.rita@kalmstrum.nu

Status:l In progress

Phans: 0711-020361

* Incident'rypml Delete user

Categary: I Production

More info

Body |w::rkDor1e|

& Resnunsimml Fuller, Andrew

LefLe] L]

$ 2@ oo« B 5 U™

Incident

Customer: "I received the software update vou sent, but I am still getting the same error
message " Tech Support: "Did vou install the update?" Customer: "No. Oh, am [

supposed to install it to get it to work?"

i
U]

4—
=
iz

A
i
(i
[
(il

e o

Add attachments. ..

Attachments
|B | Picture 1.png

Solution
a;g_\.‘l PF HelpDesk
i for Outlook®
v wwww . kalmstrom.com
3.1 MANDATORY FIELDS

Only a few fields are mandatory
(*), Ticket's can be saved with
until all mandatory fields are

3.2 PARTS

some of the mandatory
filled out.

fields empty, but

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

article and Delete the ticket.

Click Save and Close Window
window.

if you wish to save the ticket changes and then

contains buttons for different options: Save the ticket, Close the ticket, Export
ticket data to an Outlook Task, Inserta FA

Q Reply, Forward the ticket, Add ticket data to a

Public Folder HelpDeskll Manual
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Click Save ifyou wish to save the ticket changes and then conti nue working with the ticket.

Click Close when the support case is finished. The ticket is then closed and will be removed from
Outlook. Referto Open and closed tickets

W |

G a8 8@ X]

Click Task to create an Outlook Task, which is saved a mong your personal tasks. The newly created
task can be usedfor  synchronizing with a phone or PDA.

Click FAQReply if you want to insert a standard answer in the ticket. For more information, referto
FAQ.

Click Forward if you wantto forward the ticket to another person.
Click Addt o KB to create an article in the knowledge base from a ticket that will be closed. Itis
then added to KBase , the kalmstrom.com knowledge base that runs inside Outlook. For more

info rmation, referto KBase.

Click High or Low Importance to add the normal Outlook Importance icons to the ticket. The
default status is Normal.

Clickthe Print button to print the ticket.

Clickthe X button to del ete the ticket from both Outlook and the database

3.2.2 HTML Form

Inthe HTML Form you can set different ticket properties. You may add your own fields to the HTML
Form, referto Customizethe Ticket HTML Form . This is the defaultfor m:

Subject: | All right _now dou 1D: |254 Time: |2/13/2010 3:45-00 PM
Caller: Due: [2/14/2010 £
NamE:J | Pavarott, Jose = Crested by: |Leverling, Janet
E-mail: |pavar0tti.jose@kalmstrom.nu = | Statue: | Suspended j
Phone: (208) 555-8097 * Incident Type: | Delete user |
Categurv:lDiST_rihl..ltiOI"I j * REEF‘“”EthE:lLE'fer”I’Ig, Janet j =
Mare info

Ticket ID , Creation Time and Createdby are setautomatically and cannot be changed.

Caller Category , Status , Incident Type and Responsible are easily chosen from drop lists. You
can also select fANew entry o0 lInthe Settings, e aliclket foam seténgs e the r y .
administrator ¢ anselect how these new entries should be handled: create new objects, ask or do
nothing .

Itis 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 personis selected manually from the drop
list. Referto 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 chosenin the dropdown from the Callerslist inthe PF HelpDesk Settings. T he other details

about that caller are then filled out automatically. When you convertan 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 i n onhaboutths alleecadbe f i el d, the infor ma
automatically saved to the database and show up in the Settings under the Caller tab, referto Ticket

form settings

E- mails to Caller and Resp onsible informing them ofthe ticket can be sent by clicking the e -mail
symbol. Referto Manual e -mailto the c aller and Manual e -mail to the r esponsible . These e -mails
may also be sent automatically, referto Templates .

3.2.3 Tab Strip

Bodky qu:urk Cone | Sent E-mails | Received E-mails

Inthe Tab Strip  you may find different options like Body, Work Done and maybe also  Sentand
Received Emails.

3.23.1 BodyTab

Bedy l‘a‘durk Dunel Sent E-mﬂilsl Received E-mails.]

H @A oo B FU M =i £ == @9 o
~
Incident] Undo Ctrl+z
Redo Ctrl+Y
test Cut Cirl+¥
Copy Ctrl+C
network now working Paste Ctrl+v
Delete Del
Select Al Crl+A
Find Text Ctrl+F
Remove All Formatting
Hyperlink. ..
Un-Link net Protocol (TCPIP) Properti
Ad Connect using ==
— | General |
E& DavIC
Y'ou can get IP settings aszigned automati
T i thiz capability. Otherwize, you need to ask
. ¥ EONNEC the appropriate [P settings. hdl
< | 3y |
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Under the Body Tab you will find the body of the ticket in an HTML editor. Ifyou convertan 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.
[ Add attachments... ]
In the Attachments List you can open, save as and Attachments
remove attachments by right clicking them. You may . B Picture L.png
al so add new attachments wit
Attachmentéo button.
; PF HelpDesk
j for Outlook®
www kalmstrom.com

3.2.3.2 WorkDone Tab

Body VWork Done | Sent E—mailsl Received E-mailz

I}escriptiunl * Minutes Worked I 0 + |

Example Vork 42200 30 Jayant ;I

o o

Under the Work Done Tab , click the + sign to enter a work description and a time.
useful if severa | 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 Close to close the case.

This is especially

3.2.3.3 SentE -mail s and Received E -mails Tabs

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

iSavemalsinSub fol der so. Here you can vi e wmailkforthe setectedticked r ecei ved
and open them by double clickin g.

Body | Work Done | Sent E-mails |

0| 8] Fom | Subject Recived
=) ticketadmin@irctc.co.in Email From IRCTC 4/@/2010 2:53...
(=] Jayant Rimza Ticket 4/6/2010 5:22...

Public Folder HelpDeskll Manual
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3.3 OPENAND CLOSEDTICKE 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.

Click 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 inthe database and easily accessed by
Search and Reopen .

Inthe database table tbiITickets ,field biInClosed, t he open tickets are marked A00 and
tickets -ido or i

Inthe 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 = Closed.

3.3.1 Automaticreopening

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 ticketto be  reopen edthe callershould reply to a ticket e -mail which contains  aticket ID in
the subject. Callersreceive suche -mails on manual replies from ticket form (by clicking the e -mail
symbol), referto Manual e -mailto the c aller . These notification e  -mails may be also sent

automatical ly, referto Templates . The ticket will be reopened either the reply is convertedinto a

ticket manually or automatically.

o {Ticket 39} subject 7 [ |[(E ]
B H e S E a1 e &
Subject: |subject 7 tp: |39 Tim=:|10/21/2010 12:10:00 PM
Caller: bu=:[10/21/2010 B
Rane J |Cal|er Name 3 j Crazted by |Administrat0r
E-mail |test@ka|mstram.net _'lq\[b - | j
Fhene | Send an e-mail L,:T‘_.pe | ﬂ
Category | j * Respeonsible | j =]
4  How PFHELPDESK SIMPLIFIES THE SUPPORT STAFF® W ORKFLOW
There are basicallyt hree scenarios for helpde sk personnel: they receive their cases by telephone , by

e-mail orviaawebform . 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 ¢ licking the

# .
New button in the PF HelpDesk toolbar . o] New ticket

The Caller canbe added in several different ways:

Public Folder HelpDeskll Manual
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1. Pickedfrom the

Global Address List

or from Outlook

|
¢ leveraging your Microsoft ﬁ] PF H

Contacts

elpDesk

for Outlook®

==

Pick Caller
Search: @ MNameonly () More columns  Address Book
Go Contacts - Advanced Find
| Mame Display Mame E-mail Address |

& Lorraine MNay

& Marta Wolfe-Helene
& Marta Wolfe-Helene
& Megan Sherman

Lorraine May (Business Fax)

Marta Wolfe-Helene (martam@terrafi. ..

Marta Wolfe-Helene (Business Fax)
Megan Sherman (Business Fax)

Michael Graff (Business Fax)

Meil Charney (ncharney @championzo. ..
Michole Peterson (Business Fax)

Pat Kirtland (patk@terrafirm.com)

Pat Kirtland (Business Fax)

Patricia Brooke (Business Fax)

& Michael Graff
£ Meil Charney

& Michole Peterson
& PatKirtland

& PatKirtland

& Pafricia Brooke

& Scott Bishop Scott Bishop (shishop@championzon. ..
& Scott Gode Scott Gode (scottg@terrafirm.com)
& Scott Gode Scott Gode (Business Fax)

& Sherri Hart Sherri Hart (Business Fax)
& Sonil Knduri ol Kindviri Feoiniill-imtereafirrn. o

Lorraine May@{206) -
martam @terrafirm. cc
Marta Wolfe-Helened
Megan Sherman @2
Michael Graff@{208)
ncharney @champion
Michaole Peterson@{2
patk@terrafirm. com b
Pat Kirtland @{208) 5/ =
Patricia Brooke@(20¢
shishop@championzol
scottg@terrafirm. cor
Scott Gode @(208) 5!
Sherri Hart@{206) 5°

el iftarrafirrm crem

1| 1]

I

-

| ok || cancel
When a person is picked from one of these registers the form s filled out with the pe rsonods
name, e -mail address, telephone number, caller category and a AMore inffoo | ink
applicable.
Caller:

Name:;l | Pavarotti, Jose

E-mail: |pavar0tti.jose@kalmstrom.nu

Phane: |(208) 555-8097

=

Categur',r:l Distribution

Mare infe

2. The Caller may also be picked from a droplist of names, which
under the tab  Caller inthe Settings. Also in this case the
numb er, caller category and URL are filled out automatically
Caller Settings.

| if
Referto Caller.

3. Ifthe Callerisa new person ,youhaveto write inthe details
add new caller ischecked in the Settings ,t hi s <c al
automatically saved to the database and will thus show up in the
tab. The next time this caller can be picked
Auto -add referto Ticket form settings

Public Folder HelpDeskll Manual
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Inthe ticketbody the Creator ofthe 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 automatice - mail aboutthe ticketcreation canbe sent to the caller, referto Automatic e -
mail to caller when ticket is created

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

click the e-mailsymbol tothe rightofthe e -mail field and the e -mail is created. =

C - L - =

Bld oS E SR &]X]

When you click the fiSave and Close wi n d obmtton in the ticket , it will be saved asan open
ticket ,and the ticket window will be closed . You will still have the ticket at hand in Outlook.

G SIE- IR YR R A IR
Clickthe fiClosedbutton 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 Closed tickets feature, referto Search
and reopen closed tickets

4.2 E- MAIL, MANUAL CONVERSION

Converte -mails totickets manually with the Conversion button , which was added to
the Outlook toolbar when you installed the PF HelpDesk Client Tools. With this button

PE you may also convert Outlook Task and Appointments into tickets.

HelpDesk

Open or selectthe e -mail, click the PF HelpDesk button in the toolbar, and you are shown a dialog
that lets you choose between creati nga new ticket based on the information in the e -mail and
addingthe e -mail information to an existing ticket.

PF HelpDesk e-mail processing
|:::| Create hck'et
@ Add e-mail to ticket ...
Find ticket
Set filter ] [ Reset filter Ticket ID 4

Ticket ID  Subject Caller name Caller email o

B Type ‘A" at the pr Sommer, MartHn sommer . martHn@kalmstrom. nu L4

2 QK Bob, let's press Ottlieb, Sven ottlieb. sven@kalmstrom. nu

@ 3 I'm going to be usi Wang, Yang wang.yang@kalmstrom.nu

. My computer crashed  Snyder, Howard snyder.howard @kalmstrom.nu

s DoIneed acompute  Piestrzeniewicz, Zbyszek  piestrzeniewicz.zbyszek @kal. ..

L N Overheard in a compu  Roulet, Annette roulet.annette @kalmstrom.nu

. Just call us back i Petersen, Jytte petersen, jytte @kalmstrom.nu

] 1 need wou to richt Pfalzheim. Henriette nfalzheim.henriette @kalmsatr... 7
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For adding ane -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
Calleris 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

Ifthe Settings checkboxfor Auto -addnew caller is checked,and an e -mail from a caller who is

notrepresen ted in the Callers |list is converted-mbieaddessisi cket, this
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 sendsane -

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

The bodytext ofthee -mai | is placed i n Attachmtent kfrem these +tmaibaye also
copied into the ticket. They are shown in the attachments list to the right and may be opened from
there .

L a@ v B 7 U § M= E 9 o
Incident -
Customer: "] received the software update you sent, but I am still getting the same error Attachments
message." Tech Support: "Did you install the update?" Customer: "No. Oh, am [ || Picture1.png
supposed to install it to get it to work?"

Solution @ PF HeIpDesk

for Outlook®

Aty
Ll

Add attachments. ..

Under the Work done  tab you may write a description of the work done to the ticket. If minutes
worked on the caseis  not filled out, the standard time stated by the administrator for that Incident
type inthe Settings is suggested automatically when you click fAiClose 0to close the case. If there is
no setting under that tab, PF HelpDesk takes the default value for allti ckets setunder the Settings
Ticket form tab.

Click 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.

Body ‘'WorkDone |Sen1 E-mails | Received E-mails | T
Description I * Minutes Worked I 0 + |
Example Work 41202010 30 Jayant ﬂ
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B Prohlem opening a file - Message (HTML)

! Fle Edt Wew Insert Format  Tools  Ack.

{ [ uReply | (SdReply to Al | 5 Forward | = o

When the ticket is posted, the e -mail is tagged
wit h information about ticket number and the
time the ticket was created.

Ticket # 66 created at 1

This ticket ID is used for the E-mail history

From: Administrakor
feature.

To ‘supparb@kalmstrom, nu'

e

Subject*  Problzm opening a file

For information about automatic conversion, referto Automatic conversion ofe  -mails into tickets

4.3 WEB FORM, MANUAL FETCHING

The tickets from the web form q-il Mew tickat __ﬂ Search

can be fetched manually by ; ]
pressing the button in the ﬁ'l:nnﬂgure Status

Advanced section or for Outlook h Statistics

2003 the button in the right side FF | .;% Search closed tickets
panel. Thenitis handledas a
Delete Ticket

ticket converted froma ne-mail,

see above. The web form button 53 Copy Ticket
is only shown if a web form is % Print Multiple Tickets
used.

?g Retrieve online tickets
For information about automatic ﬁ Mass e-mail

fetching, referto Enable
Automatic Tracking

5  WORKING WITH TICKETS

51 TASK CONVERSION
d o @@ e n|x

Tickets can be convertedinto Outlook Tasks. Just click the Task button inthe TicketToolbar Strip
and a task is created. Click Save and Close, 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 E Mews ticket :g Search 4
functions search the full text, and ticket number

as well as all other fields can also be searched. ﬁ‘ Configure (Impariance "

il statistics :

=7 H_% Search closed tickets

sk (Ctr=E) . Delete Ticket
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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.

PF HelpDesk - Mailbox - kalmstrom.com - Microsoft Outlook

ime Send / Receive Folder Wiew
x =Y #| Mew ticket [ Search & ; 2 v Fo
- ﬁCnnfigure Importance -
Delete | Respond Quick Move | Tags | Find
%" - h Statistics  Advanced Steps * - - -
Search tickets l
I Search Clear Search

5.2.2 Search andreopen closed tickets

Closed tickets are only removed from Outlook, not fro m the .;% Search closed tickats
database. Therefore you can search and reopenthe 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 , asearch form comes up.
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