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1  Introduction  

With HelpDesk OSP  support cases ˣ or other issues that need to be tracked ˣ are formalized in tickets, which 

are filled out automatically or by the people working at the helpdesk. As the tickets are gathered at a 

SharePoint or Office Live site it is easy to organize and co -operate on the m.  

 

We hope that you will get a good understanding of HelpDesk OSP  by studying this manual and the online video 

demonstration s.  You are welcome to print th e 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 handli ng the tickets, for example 

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

 

HelpDesk  OSP is a helpdesk application built on Outlook and SharePoint  or Office Live . Basically, what HelpDesk 

OSP does is connectin g Outlook to SharePoint/Office Live and adding  functional ity to all components. The most 

common scenario is that you use HelpDesk OSP  with either SharePoint or Office Live, but i f you so wish, you 

can use HelpDesk OSP  with both.   

 

The HelpDesk OSP  application  combines  three parts:  

 Outlook add -in installed on every helpdesk workerôs client machine. The add - in can also be installed  in 

Outlook on a server , for example for use with O utlook Web Access .  

 

 SharePoint or Office Live list  
 

 Statistics tool with report generator  

 
The Outlook add - in  has  
 

 A button which allows you to create support tickets from the selected e -mail. This conv ersion can also 

be done automatically. The e -mails are converted into tickets comple te with attachments, rich text,  

priority and s ender information .  

Outlook 2010 ribbon:  

  

Earlier Outlook versions:  

 

 A button for creating a new ticket , for example if yo u receive a telephone call .  

Outlook 2010 ribbon:  

  

Earlier Outlook versions:  
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 A link to the Report generator , our application OLAP Reporting Tool  for Excel .  

Outlook 2010 ribbon:  

  

Earlier Outlook versions:  

 

 A Settings form  that  handles the connection between O utlook and SharePoint /Office Live . 

Outlook 2010 ribbon:  

  

Earlier Outlook versions:  

 

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 . 

 

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

including both version 2 and 3 , as well as both the SharePoint services versions and the SharePoint Portal 

Server and MOSS versions. Office Live  is technically a nother  brand  of S harePoint . 

To simplify this documentation we are only talking about SharePoint list s, but unless specifically stated 

everyth ing said here also applies to list s on Office Live.  

2  Requirements  

To install and use HelpDesk OSP you need Microsoft Outlook 2000 or  above  installed on each client. You 

also need a functioning SharePoint site , version 2 or above , or  a functioning Office Live  Small Business  

site . HelpDesk OSP  helps you get more out of those programs, but it does not assist  you with the general 

configuri ng of th em .  

 

Each client also needs to have .NET 

Framework 3.5 . 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 dialogue he gets a 

message asking him to download 

this application.  
 

3  The SharePoint  site  

If  you want to use  HelpDesk OSP  with SharePoint, you  must have a SharePoint site set up and functioning.  

Often  the Tasks list or even better the Issue tracking list  is suited for helpdesk tickets , but y ou can use any of 

the templates provided by Microsoft  and customize i t  after your needs.  Here we call th e list ñHelpDeskò.  

http://www.microsoft.com/downloads/details.aspx?FamilyID=333325FD-AE52-4E35-B531-508D977D32A6&displaylang=en
http://www.microsoft.com/downloads/details.aspx?FamilyID=333325FD-AE52-4E35-B531-508D977D32A6&displaylang=en
http://www.kalmstrom.com/
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By default t he new items ˣ the tickets ˣ in the Issue tracking  list looks like this:  
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The design of the ticket  is very easy to customize, like with all list s in SharePoint.  
 

 

However, without  HelpDesk OSP , th ere is no connection to  Outlook, no  e-mail co nversion feature , n o 

information about who is calling or having the problem  and  no address book integration .  

 

4  The Office  Live Site  

When you start using HelpDesk OSP  with Office Live you must have an Office Live Small Business site  set up 

and functioning. Each client also needs to have a Windows Live ID . 

You can manage your lists from ñBusiness Applicationsò option from the ñMoreò dropdown in menu. 

 

 

 

It is possible to use the Tasks list for HelpDesk OSP , but often an Issue Tracking list is a bit more suit ed for 

helpdesk tickets. Here we call this list ñHelpDeskò. 

http://www.kalmstrom.com/
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By default the new items -  the tickets -  in the HelpDesk (or Issue tracking) list looks like this:  
 

 

 

The design of the ticket is very easy to customize, like with all list s in Office  Live.  
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Howe ver, without  HelpDesk OSP , there is no connection to Outlook, no e -mail conversion feature, no 

information about who is calling or having the problem and no address book integration.  

5  Installation  of HelpDesk OSP  

NOTE: Outlook should be closed when HelpDe sk OSP  is 

installed.  

When you click the downloaded file ( HelpDeskOSPSetup.exe)  

and are asked if you want to run it, please confirm that it 

comes from Tallstugans Forlag HB, the mother company of 

kalmstrom.com Business  Solutions. If the file is not digitall y 

signed you should not run it.  

 

When you have clicked the HelpDeskOSPSetup.exe file  and 

accepted the license agreements, the file  handles the 

installation by itself. Most of the  HelpDesk OSP  files are 

installed under Program files, and  there are no choic es to 

make. When the installation is finished, you will have the 

following files in Program 

f iles/kalmstrom.com/HelpDesk for Outlook and 

SharePoint .  

For a full description of the files and their purpose, refer to 

General Architecture . 

 

 
 

http://www.kalmstrom.com/
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 When you open Outlook you can see a new toolbar there , with 

a Configure button .  

 

(After you have clicked the Configure button and defined the 

settings, you will have more buttons , for Creat ing a  ticket from 

e-mail , for creating  a New ticket  and for  OLAP Reporting Tool . 

Refer also to HelpDesk OSP  buttons in Outlook . )   
  

Outlook 2010 ribbon:  

6  Example Data  ˣ for new users 

If HelpDesk OSP  is new to you, it might be a good idea to load the Example Data. They  wil l 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 Example Data according to your needs, and from the Example Data you can create 

tickets in the selected ShareP oint or Office Live list.  

6.1  Launch the Example Data Application  

The Example Data application is launched via the Configuration button in Outlook , the fourth tab in the dialog . 

 

However, b efore  you launch the Example Data you have to select a SharePoint  or O ffice Live list, refer to  

Configura tion  of HelpDesk OSP -  first tab , connection to SharePoint/Office Live . 

When you have entered the URL  to the site , connected to it  and selected a list , click on the Example Data  

button  under the General Settings  tab in the C onfiguration dialog  to create Example Data .  

 

 

http://www.kalmstrom.com/
http://www.kalmstrom.com/
http://www.kalmstrom.com/


 
ς leveraging your Microsoft® 

 

 

 

HelpDesk OSP for Outlook and SharePoint   User Manual 
 

www.kalmstrom.com 
 

 

10 

6.1.1  Example Data  Sections  

The Example Data application contain s four sections :   
 

1.  Callers: -  Details about the callers, like Caller Name, E -mail Address, Telephone numbe r and Category.  

2.  Questions: -  Details regarding the queries, like Subject and question.  

3.  List: -  From this dropdown you should s elect the SharePoint or Office Live  List you have configured . 
 

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

 

6.1.2  Editing Example Data  

You can adapt the E xample Data to your need s 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 fr om the row header and press the delete key  to  delete the selected row(s) 

from the Example D ata.  

 

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

http://www.kalmstrom.com/
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6.1.3  Create Example Ticket s  

Click on the OK button , and t he application starts to create Example tickets in  the SharePoint list  you have 

selected . The t ime needed for creation of tickets depends on how many  tickets you have selected to create . 

6.2  Remove Example Data  

When you donôt want to use the Example Data anymore, just delete the ticket s you created  from them  in the 
SharePoint list.  

7  Configura tion  of HelpDesk OSP  -  first tab , connection to SharePoint/Office Live  

Press the Configure button in Ou tlook, and the Settings dialog  is shown. The Settings d ialog defines the 

connection between Outlook and SharePoint /Office Live .  

 

 

The list settings are stored on the SharePoint or Office Live site, and the user information is stored locally on 

each machine where HelpDesk OSP  is installed. Refer also to General Architecture . 

7.1  All users  

All users have to s elect the SharePoint or Office Live Lists option in the configuration dialog  and log in .  

 

However, only the first user has to make the rest of the configuration, sinc e it is loaded from the 

SharePoint/Office live list to the subsequent users.  

http://www.kalmstrom.com/
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Below we show the alternative with SharePoint Lists. If nothing else is mentioned, the Office Live works exactly 

the same and the screen looks the same also ˣ except that ñSharePointò is replaced with ñOffice Liveò. 

 

 

To select a SharePoint list, or several  

lists, click  on  the button ñAdd a new 

SharePoint listò.  

 

Write or copy the path to the Share 

Point site.  NOTE that you should write 

the path to the site , not to the list.   

 

 

 

When you have entered the path to the SharePoint 

site  you will be prompted to enter your log in 

details . If you check the  ñRemember Login Infoò 

checkbox , you will not have to enter your 

credentials every time you log in to the SharePoint 

site. If it is not checked, HelpDesk OSP  will ask for 

them  every time . 

 

 

If you select to reme mber login info, these details can be seen, tested and changed under the third tab in the 

HelpDesk OSP  Settings, refer to Configuration of HelpDesk OSP ˣ third tab, SharePoint site login information .  

 

For better s ecurity the password is  encrypted  when saved to the file HOSPSettings.xml.   

 
To connect to the Office Live site you must enter your Office Live ID  and Password.  

http://www.kalmstrom.com/











































