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| NTRODUCTION

With HelpDesk OSP support cases X or other issues that need

tickets, which are filled out automatically or by the people working at the helpdesk. As the tickets
are gathered at a SharePoint site it is easy to organize and co -operate on the m, and they can be
reached from everywhere over the internet.

We hope that you will get a good understanding of HelpDesk OSP by studying this manual and the
online video demonstrations. You are welcome to print the 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 opted to create it in DOC format, as well as in PDF.

When we talk about  clients in this manual we mean the people who are han dling the tickets, for
example members of a support team, or the machines used by them.

The images in this manual are mostly from Outlook 2010 and SharePoint 2010, but you may use

HelpDesk OSP with earlier versions also, refer to Requirements

The HelpDesk OSP application combines  three parts:

@ AnOutlook add -in which is installed on every machine where tickets should be created with
HelpDesk OSP . The add -in can also be installed in Outlook on a server, for examp le for
automatic conversion from Outlook Web Access.

@ One or several SharePoint list(s)

@ Anintegrated Statistics tool with a report generator

The Outlook add -in has

@ A button which allows you to manually create a support -
ticket from the selected e~ -mail. (The conversion can ﬁ
also be done automatically.) The e -mails are converted -
into tickets complete with attachments, formatting, Convert
priority and sender information. e-mail -

@ A button for creating a blank ticket, for example if you
receive a telephone call or simp ly wish to publish u]
something to SharePoint from your Outlook. Caller
information may be taken from the Outlook Contacts or Blank
the GAL. ticket -

@ Alinktothe Report generator , our application  OLAP
Reporting Tool for Excel . pll statistics

@ A Settings form that handles the conn  ection between
Outlook and SharePoint.

+=¢ Configure
The Outlook add -in can also have other buttons; refer to HelpDesk OSP buttons in Outlook

If you have several Outlook profiles , HelpDesk OSP will work on all of them.
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2 REQUIREMENTS

To install and use  HelpDesk OSP you need Microsoft Outlook 2003 or above installed on each
client. You also need a functioning SharePoint site, version 2 or above . Also Office 365 is
supported.

HelpDesk OSP works with  SharePoint lists , and th ose lists can be hosted on many brands of

SharePoint as well as both the SharePoint services versions and the SharePoint Portal Server and
MOSS versions.

HelpDesk OSP helps you get more out of those platforms, but it does not assist you with the general
configuring of them.

Each client also needs to have .NET Framework 3.5 installed. If you don't have it installed you can
download it from Microsoft . If a client without .NET Framework 3.5 tries to open the Configure dialog
he gets a message asking him to download this application.

Unable to find the correct .MET Framework on this machine!
Please download and install .MET Framework 3.5 or above from Microsoft.com.

Do you want to go to that website now?
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http://www.microsoft.com/downloads/details.aspx?FamilyID=333325FD-AE52-4E35-B531-508D977D32A6&displaylang=en
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3 THE SHAREPOINT SITE

If you wantto use  HelpDesk OSP with SharePoint, yo u must have a SharePoint site set up and
functioning. It does not matter if it is hosted online or in -house. Often the Issue tracking list or the
Tasks list is suited for helpdesk tickets, but you can use any of the templates provided by Microsoft

and cust omize it after your needs.

HEES (e Search Instalied Items Fe)
Installed Ttems > Title ~ Type
office.com A Issue Tracking
B Type: List
e Cotegortes: Tracking
All Types > w ’._'\') 5 85 A list of issues or problems associated
with a project or item. You can assign,
Library prioritize and track issue status.
Lisk Announcements Asset Library Calendar Contacts
Page
|Name
All Categories > — _M onk
Blank & Custom E ; —-:, QJ f‘;é. m
Collaboration B
Communication Custom List Custom List in Data Connection Discussion Board
Datasheet View Library
Content
Data
Tracking =
n - -4 g
Document Library Downloads External List Form Library
] a 1
o
Import Spreadsheet Issue Tracking Links Page
The design of the tickets is very easy to customize, like with all lists in SharePoint.
larts = = | L7
¥ &
List List Workflow
Step Seﬁ&gs Permissions Settings =
Settings
List Settings
Go to the List Settings page to manage
settings such as permissions, columns,
views and policy.
However, without HelpDesk OSP , there is no connection to Outlook, no e -mail conversion feature,
no automatic information about wh o is calling or having the problem and no address book

integration.
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4 THE HELPDESK OSP TICKET

HelpDesk OSP tickets are regular SharePoint list items. If an e -mail is converted to a ticket with
HelpDesk OSP , the Description field of the ticket will get th e same formatting as thee  -mail, and
attached files are included.

SupportInboxEmail - Subscription of HelpDesk OSP

e B
X Delete Item
Close
Manage Close
-
Title Assigned To B
Subscription of HelpDesk OSP Kate Kalmstrém
Status Help
Active No
Description
Start Date 2011-08-11
Remote
Email_body Hi kalmstrom.com
After reviewing your product and e-mailing you a couple of times we have decided
to buy a licensed copy of your HelpDesk OSP product.
Initially we are just using it within the IT department, but we plan to extend the
use later. Can we do that without any extra costs?
Kind regards,
John Smith
Smith Company
Comments
Name lohn Smith
Email JohnSmith@Smith.com s

The ticket is shown in the list as a SharePoint list item and can be treated in the same way as any
other list item.

]

< : z 4 Version History 17} 1 :l >
= 3 = j /

Item Permissions

New Manage Actions  Share & Track Workflows Tags and Notes
Discussions [[] @ IssuelD Title Assigned To Issue Status Priority Due Date il
Libraries 53 Do you have 3 % inc Kate Kalmstrém  Active (2) Normal
SharedDocments 54 Customer in computer Active (2) Normal
If the e -mail has embedded or inline images, they will appear at exactly the same place when the e
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mail has been converted to a ticket. If the image has links they will work in the ticket also.

NOTE that this only works if the column mapped with the e -mail body field is set to enhanced HTML.
W - e} s bt @

P tepamt i »

- PP S TS - MY T e A FORONAS IS TN W b B O e m

Tosks: Just 1 week left: mmmmvmcnénmeandMnawunmar

B T L e Y

e B L e WA P VM Chaege #of e & e 59 T

e ey

V(xual Studio

1 Gatherty bt By thwe ¢

Specify the type of text to allow:
) Plain text

(7) Rich text (Bold, italice, text alignment, hyperlinks)

I NSTALLATION OF HELPDESK OSP
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[ 14 HelpDesk OSP - Wizard
Welcome to the InstallShield Wizard for
HelpDesk OSP

The Installshield(R) Wizard wil install HelpDesk Q5P on your
computer. To continue, didk Mext.

WARNING: This program is protected by copyright law and
international treaties.

< Back [ Mext = J [ Cancel

NOTE: Outlook should be closed when HelpDesk Marme

OSP is installed.

When you click the downloaded file |%| eSellerateControl265.dll
(HelpDeskOSPSetup.exe) and are asked if you want & HOSP.dIl

to run it, please confirm that it comes from —

Tallstugans Forlag HB, the mother company of > HOSP.exe
kalmstrom.com Business Solutions. If the file is not ;‘: HOSPCube.exe

digitally signed you should not run it.

. e HOSPExampleData. exe
When you have clicked the HelpDeskOSPSetup.exe _
file and accepted the license agreements, the file &5 HOSPTicketMerge.exe
handles the instal!ation by_itself. Most of the Interop.ADODB.dI|
HelpDesk OSP files are installed under Program
files, and there are no choices to make. When the Interop. ADOX.dII
installation is finished, you will have the following Interop.Office.dl|

filesin Program
files/kalmstrom.com/HelpDesk for Outlook
and SharePoint

Interop.Outlock.dll

CEEEEE

MeProgress.dll
For a full description of the files and their purp ose, -
refer to General Architecture Olap.license
W& OLAPReporting.exe
|| ReadMe.tet

|%| Safekalmstrom.dll
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When you open Outlook after the installation you can see a 5% Configure
new Configure button in the Outlook ribbon. In Outlook 2003 -
you will instead see a Configure button in the toolbar.

(After you have clicked the Configure button and defined the

settings, you will have more buttons, for Creating a ticket from HelpDesk OSSP
e-mail, for creating a Blank ticket and for OLAP Reporting Tool -
Refer also to HelpDesk OSP buttons in Outlook .)

You will also have a  Statistics button , to reach the integrated

Statistics Tool , OLAP Reporting Tool; refer to Statistics Tool

The statistics cannot be used until you have configured a ll statistics
SharePoint list for use with HelpDesk OSP and added some

tickets to it.

6 LOGIN

When you use HelpDesk OSP for the first time, you must log in to the SharePoint site that will be
connectedto HelpDesk OSP. You can opt to save your credentials, and
to log in later.

For best security the password is encrypted when saved to the file HOSPSettings.xml. The
information about username, password and monitored e -mail folder is also sto  red locally, while
information about site and list mapping is stored in the Global settings list on the SharePoint site.

Please enter login information for site: [E]
Please enter login information for site:
hitps-//kalmstromnet sharepoint .com./”
Izer name
Fazzword
Diomain
Authentication Windows -
Fomms
Claims-based Authentication
| oK || Cancel |
If you selectto  remember the login info , these details can be seen, tested and changed in the

Credential Store of the HelpDesk OSP Settings, see Credential Store

6.1 AUTHENTICATION

By default Windows Authentication is selected, but choose Forms if your SharePoint site has Forms
Authentication. Choose Claims  -based Authentication for Office 365.
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7 FIRSTTIMEU SE

Whenyou clickthe Configure button i n Outl ook HOSPoeke K afterirsthllatiorf, thel e
main Configure screen opens. This first time it will give you a prompt to define a SharePoint list
which will be used with HelpDesk OSP .

7| HelpDesk OSP Settings 3

Mo SharePoint list is configured in HelpDesk OSP. Do you want to add a list now?

e ]

Click Yes, and you will be asked to enter a SharePoint site

-

HelpDesk O5P Settings

Mo
[
Please insert the URL for the SharePoint site

Cancel

You will now be prompted to log in to the SharePoint site you have entered, see Login above.

When you have done that all the lists of that SharePoint site will be shown, and you can select the
list you need.

c: Choose a SharePoint list @

Choose a SharePoirt list from the available lists below.

Betalningar "
Bug reports
Community Members
Content and Structure Reparts
Customers
Downloads
Downloads 1
Downloads2
Downloads3
General
210 M
HOSP Azure Test
New Change log
Phrases
Priarities
Purchases
Reusable Content
Submissions
Support InboxEmail
Tasks
Test -

[ o | Cancel |
e L) Add SharePoint list

Use the Add list button if you wish to add more SharePoint lists. Refer to List settings - defines the
connection to SharePoint  for more info about adding a list to HelpDesk OSP .

m
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8 ExaMPLE DATA X FOR EVALUATORS

If HelpDesk OSP is new to you, it might be a good idea to load the Example Data. They will give you
an opportunity to see how HelpDesk OSP works when you have much data in it, what performance
you can expect and so on. You can edit the E xample Data according to your needs, and from the
Example Data you can create tickets in the selected SharePoint list.

8.1 LAUNCH THE EXAMPLE DATA APPLICATION

The Example Data application is launched via the General Settings dialog.

However, before you launc hthe Example Data you have to select a SharePoint list, refer
to Configuration of HelpDesk OSP .

~ General Settings @
Default list:
| HelpDesk -
Use |E proxy settings Cther Options
Enable proxy Embed Ticket URL in e-mail
Enable Ticket Status Dialog
[ Enable E-mail Threading
Show captions in HOSP toolbar buttons
ﬁ Memge Tickets__. Eﬁ‘ Example Data... = License__
q_’, for Qutlook® & SharePoint® = ne
8.2 EXAMPLE DATA SECTIONS
The Example Data application contains four sections:
1. Callers: - Details about the callers, | ike Caller Name, E -mail Address, Telephone number and

Category.
Questions: - Details regarding the queries, like Subject and question.
3. List: - From this dropdown you should select the SharePoint or Office Live List you have

configured.
4.  Number of tickets: - Enter how many tickets you want to create.

N
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(E} HelpDesk OSP Example Data (==

Callers | Questions |
Subject Question n

» Customer: "l have Microsoft Exploder” Customer: "Hoy
I don't need any of Customer: "l don'tneed any ofthat SQL stuff Justwant a database!"
What does the scree Tech Support "What does the screen say now?" Customer: "It says. 'Hit ENTER when
I have along dista Customer: "l have a long distance modem.” E
| don't have a spac Customer: "l don'thave a space bar.
You've gotto fixm Customer. "You've gotto fixw my computer. | urgently need to print a document, but the ¢
Justcall us backi Tech Support "Just call us back ifthere's a problem. We're open 24 hours." Customer:
Ok, now click your Tech Support "0k, now click your left mouse button.” Customer: (silence) "Butl only ha —
Excuse me can luse Customer: "Excuse me can | use this disk? lthas a hole in it"
Do you have 3 Yinc Tech Support "Do you have 3 Yainch diskettes?" Customer: "No. | only have 3 ofthem.'
I need you to right Tech Support "l need you to right-click on the Open Desktop." Customer. "Ok" Tech S
MNow what do | do? Customer. "Mow what do | do?" Tech Support "What is the prompt on the screen?” Cus
Ireceived the soft Customer: "l received the software update you sent, but| am still getting the same error
I'm having trouble Customer: "I'm having trouble installing Microsoft Word." Tech Support "Tell me whaty
Dol need a compute Customer. "Do | need a computer to use your software?" Tech Support 2@#87?

1| 1 +
Selectlist [HeIpDesI{ - Enter no. oftickets: 10

c\ HelpDesk OSP )| Caneo

@~ for Outlook® & SharePoint®

8.3 EDITING EXAMPLE DATA

You can adapt the Example Data to your needs by editing or deleting them. You can also add new
data in the grid.

@ Edit : To edit an existing row, type the new data over the required row as you do in Excel.

@ Delete : Select the rows from the row header and press the delete key to delete the selected
row(s) from the Example Data.

@ Add : To Add a new row, start filling all columns in last row of the grid. This way you can add
new data.

8.4 CREATE EXAMPLE TICKETS

Click on the OK button, and the application starts to create Example tickets in the SharePoint list
you have selected. The time needed for creation of tickets depends on how many tickets you have
selected to create.

8.5 REMOVE EXAMPLE DATA

When you donét want to use the Example Data anymore, just del
them in the SharePoint list.
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9 HELPDESK OSP BUTTONS IN OUTLOOK
When at least one SharePoint list has been added, more new buttons are shown in Outlook.

1. The Converte -mail button allows you to convertan e -mail to a ticket.

2. The Blank ticket button allows you to fill out a new ticket when the support question comes in
another way. You can pick caller info from your Contacts or Global Address List or fill out the
whole ti cket manually. See also section 6 about Usage below.

@ u] 4=t Configure
. il Statistics
Convert EBlank

e-mail = ticket ~
HelpDesk O5P

The captions Configure and Statistics can be hidden to give you a smaller toolbar, refer to General
Settings dialog

If you opena ne- mail in a new window in Outlook 2010 you will also find a conversion button there.

9.1 MULTIPLE LISTS

If you have a selection of several lists but want the ticket to be placed in the default list, just click
on the Convert e -mail or the Blank ticket butt on.

In Outlook 2003 and 2007 you will get two more buttons in Outlook if more than one list is

configured for use with HelpDesk OSP: fA Convreaitl et o0 and fABlank ticket ino.
you the possibility to select list.
® Convert e-mail Convert e-mail o ...~ | | § Blank ticket  Blank ticketin...~ | = Configure il Statistics =
@ vijayant F
@ Tasks
In the Outlook 2010 ban  ner HelpDesk OSP has only two buttons, Convert e -mail and Blank ticket,

even if you use several lists: if you press the button the default list will be selected automatically,
and if you press the little arrow you will get a choice of lists:

@ u] 4= Configure
— il Statistics
|Convert| Blank

e-mail = |ticket -

Convert e-mail in... * 11654

testlist?
testlist

Calendar

239593

Links
G% vijayant

Outlook 200 7 gives this possibility when a ticket is created from an opened e -mail.

10 CONFIGURATION OF HELPDESk OSP

Th

When you clickthe Configure button in Outl ook HOSPeke Kun htehenafiinl €onfigure
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screen opens.

The main screen has four buttons for dif ferent settings dialogs and some quick links to features that
you also can find in the settings dialogs. The default list is shown here, and you can add lists and
enable Live Monitoring (automatic conversion of e -mails).

The two buttons to the top right is for the Merge tickets feature and for the HelpDesk OSP User
Manual webpage.

10.1 LIST SETTINGS - DEFINES THE CONNECTI ON TO SHAREPOINT

Press the List Settings button in the main Configure screen, and the List Settings dialog is shown.

Here you can define h  ow the connection between Outlook and SharePoint should work. Select to

what columns in the list item different parts of the e -mail should be published, and decide if e -mail
attachments should be added to the list item. Here you can also add and remove li sts.

When an e -mail is converted to a ticket, information from the e -mail is automatically filled out in the
ticket. In the List Settings dialog you select how the different parts of the e -mail should be
filled out in the fields of the SharePoint list item

If you for example want the Subject of the e -mail to be filled out in the Title field of the list item,
you select Title from the drop down. The drop downs are populated with the fields of the list you
have chosen.

You can map multiple e -mail fieldstot he same SharePoint list column if you so
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