	[image: C:\Users\Kate Kalmström\Documents\kalmstrom.com\images\logotyper\200x50.png]
	– leveraging your Microsoft®
	[image: C:\Users\Kate Kalmström\Documents\kalmstrom.com\images\logotyper\HOSP_200x50transp.png]


[image: ]
Manual for Use of SharePoint Workflows with HelpDesk OSP
Contents

1	Introduction	3
2	Open the SharePoint Site in Microsoft SharePoint Designer	3
3	Create a New Workflow	3
4	Automatic Notifications	5
4.1	Requirements	5
4.2	E-mail to the caller when a new ticket is created	5
4.2.1	Define the Workflow	5
4.2.2	Design the Workflow	6
4.2.3	Customize the e-mail message	9
4.2.4	Test and activate the workflow	11
4.3	E-mail to the caller when a ticket is closed	12
4.3.1	Changes Required in the SharePoint Site	12
4.3.2	Define the Workflow	12
4.3.3	Design the Workflow	13
4.3.4	Customize the e-mail message	17
4.3.5	Test and activate the workflow	21
4.4	E-mail to the Responsible when a ticket is assigned or the assignment is changed	22
4.4.1	Changes Required in SharePoint Site	22
4.4.2	Define the Workflow	22
4.4.3	Design the Workflow	23
4.4.4	Customize the e-mail message	31
4.4.5	Test and activate the workflow	35
5	Calculate Ticket Time	37
5.1	Changes required in the SharePoint list	37
5.2	Define a Workflow for Auto Ticket Time Calculation	37
5.2.1	Design the Workflow	37
6	Archive closed tickets	45
6.1	Archive List creation	45
6.1.1	Create template	45
6.1.2	Create a list	46
6.2	Workflow creation	47
6.2.1	Define the Workflow	48
6.2.2	Design the Workflow	48



[bookmark: _Toc252119699][bookmark: _Toc289711849]Introduction
If you use HelpDesk OSP you have great possibilities to customize your ticket management by using standard SharePoint features. With Microsoft SharePoint Designer you can create workflows for your ticket handling. 

SharePoint Designer can be downloaded without cost from Microsoft at http://www.microsoft.com/downloads/en/details.aspx?FamilyID=d88a1505-849b-4587-b854-a7054ee28d66 (SharePoint Designer 2010) or http://www.microsoft.com/downloads/details.aspx?displaylang=en&FamilyID=baa3ad86-bfc1-4bd4-9812-d9e710d44f42 (SharePoint Designer 2007)

In this manual we use images from both versions. Where there are important differences we point it out and show both versions, first 2007 and then 2010.
[bookmark: _Ref289192060][bookmark: _Toc289711850]Open the SharePoint Site in Microsoft SharePoint Designer
Open Microsoft SharePoint Designer and from the menu bar select “File>(Sites) >Open Site”. The SharePoint site will then open a dialog. In this dialog, give the SharePoint site URL (without the “default.aspx”) and click open. 
[image: ]     [image: ]      

When you have entered a valid username and password the site opens.

[bookmark: _Ref252134974][bookmark: _Toc289711851]Create a New Workflow
To create a new Workflow and attach it to a list.

In SharePoint Designer 2007 you first create the Workflow via File >New >Workflow and then select the list.



[image: C:\Users\Kate Kalmström\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Word\WF 2.png]         [image: ]

In SharePoint Designer 2010 you first select to create a List Workflow and specify the list. Then you create the list.
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[bookmark: _Toc252119700][bookmark: _Toc289711852]Automatic Notifications
By using Microsoft SharePoint Designer you can send automatic notification e-mails from your SharePoint site. The instructions below also apply to Office Live, but auto response e-mails for Office Live will have the sender e-mail address  alerts@officelive.com.
[bookmark: _Toc252119703][bookmark: _Toc289711853]Requirements

Microsoft SharePoint Designer 2007 or 2010

The SharePoint site must be configured to send out going e-mails

[bookmark: _Toc289711854]E-mail to the caller when a new ticket is created
[bookmark: _Toc252119705][bookmark: _Toc289711855]Define the Workflow 
Give a name to the Workflow.

Select a SharePoint list to which you want to attach the workflow.

Select a Workflow start option. Three options are available for selection:

Allow this workflow to be manually started from an item
Automatically start this workflow when a new item is created. (Recommended)
Automatically start this workflow whenever an item is changed.

Click Next to go to the Workflow Design window.
[image: ]

[bookmark: _Toc289711856]Design the Workflow
From the Workflow Design window you can customize the Workflow according to your needs. The Workflow Designer has two parts, “Conditions” and “Actions”. From “Conditions” you can filter items according to certain rules. From “Actions” you can perform what you want to do when an item is added to SharePoint. 
[image: C:\Users\JAYANT\Desktop\Auto Responce To Caller\WF 4.png]


First create a variable by clicking the “Variables...” button. It will open a dialog box. In the dialog box click on “Add…” . A dialog box opens where you can give a Variable Name (CustomSubject) and its data type(select string type).
[image: ]

Click on “Actions”, select “More Actions…” and select “Build Dynamic String” from the dialog box.  Press “Add”.
[image: ]


After that you need to build a Dynamic String and pass it into the Variable (CustomSubject) 
[image: C:\Users\Kate Kalmström\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Word\WF 7.png]

To build a string, click on the “dynamic string” link and you will get a popup window “String builder”. You can add a SharePoint field value of a newly inserted list item by clicking the “Add Lookup” button. To make the required subject for e-mail threading, write Ticket: +mapped subject filed of SharePoint list with HelpDesk OSP+[+ id of SharePoint list+]. Refer to the image below how the subject will look finally. 

If you are not using the E-mail Threading feature in HelpDesp OSP, you can only select mapped subject filed of SharePoint list with HelpDesk OSP by lookup.

[image: ]

Now click on the “Variable: variable 1” link to pass into the predefined Variable. You will get a dropdown to select from the variables. Select the Variable (CustomSubject) which you have created earlier.
[image: ]

Click the “Actions” button and select “Send an Email” from the dropdown. You will now get another action to send e-mail. 
[image: ]
[bookmark: _Toc289711857]Customize the e-mail message
To customize your e-mail message, click on the “this message” link.


As you click on “this message” you will get a pop-up window to define your e-mail, refer to image below. Here you can define “To”, “CC”, “Subject” and body of your e-mail.
[image: ]


Set the “To” value by clicking the button in front of the “To” textbox. This will open a “Select Users” window”. Double click on “Workflow lookup…” from the available list on the left hand side. 

Now you are asked to define Workflow Lookup in “Source”. Select current item. In “Field” select the SharePoint list field mapped to Caller e-mail. Click OK to close look up and again click OK to close “Select user window”.
[image: ]


Set the “Subject” value by clicking the button in front of the “Subject” textbox. It will open a look up. In “Source” select “workflow data” and in “Field” select Variable name (variable: CustomSubject). Click OK.
[image: ]


For the body you can make your custom template by adding a SharePoint list field from “Add Lookup to Body”. 

Text inside square brackets “[]” works as placeholder for the SharePoint list item value, and that can be added from “Add Lookup to Body” in “Source”. Select current item and in “Field” select the required SharePoint field. 

Click OK after defining the e-mail.


[bookmark: _Toc289711858]Test and activate the workflow

You can test the workflow by clicking the “Check Workflow” button. If you do not get an error in the test, click “Finish” to save and activate the Workflow. Now your Workflow is ready to send automatic response e-mails from SharePoint.





[bookmark: _Toc289711859]E-mail to the caller when a ticket is closed
Note: since this workflow uses the change parameter, the SharePoint list column for it will show Completed when the ticket is changed. But the e-mail will not be sent until the ticket is closed.
[bookmark: _Toc289711860]Changes Required in the SharePoint Site
In SharePoint you need to create a column “Ticket Status” of the type “Choice (menu to choose from)”- The value may be (1. Open, 2. In Progress and 3 Closed) – or anything else you wish. The value needs to match the ticket status in the workflow. 
The display choice of this column may be “Drop-Down Menu” (recommended) or Radio Button. Do not select “Checkboxes” as it allows multiple selections. 
[bookmark: _Toc289711861]Define the Workflow
Give a name to the Workflow.

Select a SharePoint list to which you want to attach the workflow.

Select a Workflow start option. Three options are available for selection:

Allow this workflow to be manually started from an item
Automatically start this workflow when a new item is created. 
Automatically start this workflow whenever an item is changed. (Recommended)

Click Next to go to the Workflow Design window.


[bookmark: _Toc289711862]Design the Workflow
From the Workflow Design window you can customize the workflow according to your needs. The Workflow Designer has two parts, “Conditions” and “Actions”. 

From “Conditions” you can filter items according to certain rules. 

From “Actions” you can perform what you want to do when an item is added to SharePoint. 


First you need to create an action. Click on “Conditions” dropdown and select “Compare [ListName] field” 



Click on the field and select [Ticket Status]. Then click on the value and select “Closed”. Condition should be “equals”.


Create a variable by clicking the “Variables...” button. It will open a dialog box. 

In the dialog box click on “Add…” . 

A dialog box opens where you can give a Variable Name (CustomSubject) and its data type (select string type).


Now click on “Actions”, select “More Actions…” and select “Build Dynamic String” from the dialog box.  Press “Add”.
[image: ]

After this you need to build a Dynamic String and pass it into the Variable (CustomSubject). To build a string, click on the “dynamic string” link and you will get a popup window “String builder”. 

You can add a SharePoint field value of a newly inserted list item by clicking the “Add Lookup” button. To make the required subject for e-mail threading, write Ticket: +mapped subject filed of SharePoint list with HelpDesk OSP+[+ id of SharePoint list+]. Refer to the image below how the subject will look finally. 

If you are not using the E-mail Threading feature in HelpDesp OSP, you can only select the mapped subject filed of SharePoint list with HelpDesk OSP by lookup.
 


Now click on the “Variable: variable 1” link to pass into the predefined Variable. You will get a dropdown to select from the variables. Select the Variable (CustomSubject) which you have created earlier.



Click the “Actions” button and select “Send an E-mail” from the dropdown. You will then get another Action to send e-mail.


[bookmark: _Toc289711863]Customize the e-mail message

To customize your e-mail message, click on the “this message” link.


When you click on “this message” you will get a pop-up window to customize your e-mail. Here you can define “To”, “CC”, “Subject” and body of your e-mail.


Set the “To” value by clicking the button in front of the “To” textbox. This will open a “Select user window”. 
Double click on “Workflow lookup…” from the available list on the left hand side. Now you are asked to define Workflow Lookup in “Source”. Select current item. 
In “Field” select the SharePoint list field mapped to Caller e-mail. Click OK to close the look up and again click OK to close “Select user window”.



Set the “Subject” value by clicking the button in front of the “Subject” textbox. It will open a look up. In “Source” select “workflow data” and in “Field” select Variable name (variable: CustomSubject). Click OK.


For the body you can make your custom template by adding a SharePoint list field from “Add Lookup to Body”. Text inside square brackets “[]” works as placeholder for the SharePoint list item value, and that can be added from “Add Lookup to Body” in “Source”. Select current item and in “Field” select the required SharePoint field. Click OK after defining the e-mail. 




[bookmark: _Toc289711864]Test and activate the workflow
You can test the workflow by clicking the “Check Workflow” button. If you do not get an error in the test, click “Finish” to save and activate the Workflow. Now your Workflow is ready to send automatic notifications for closed tickets.



[bookmark: _Toc289711865]E-mail to the Responsible when a ticket is assigned or the assignment is changed
This automatic e-mail is sent to the Responsible person when a ticket is assigned to her/him or when it is assigned to another person.
[bookmark: _Toc289711866]Changes Required in SharePoint Site
You need to create two columns in the SharePoint list: “Responsible” (Choice) and old_responsible (text type). “Responsible” will have list of responsible users. Make sure that the Responsible persons e-mail addresses are added. It happens that SharePoint misses to map username with their e-mail ids, and then the sending of e-mails will of course fail. The default value should be “unassigned”. “old_responsible” is used to save the last value of the Responsible, so that not every edit of the list item will send an e-mail.
[bookmark: _Toc289711867]Define the Workflow
Give a name to the Workflow.

Select a SharePoint list to which you want to attach the workflow.

Select a Workflow start option. Three options are available for selection:

Allow this workflow to be manually started from an item
Automatically start this workflow when a new item is created. 
Automatically start this workflow whenever an item is changed. (Recommended)

Click Next to go to the Workflow Design window.




[bookmark: _Toc289711868]Design the Workflow
From the Workflow Design window you can customize the Workflow according to your needs. The Workflow Designer has two parts, “Conditions” and “Actions”. From “Conditions” you can filter items according to certain rules. From “Actions” you can perform what you want to do when an item is added to SharePoint. 
Steps to create a Workflow for Auto Emails to Responsible
From the “Conditions” dropdown select “Compare [listname] field”
Add first condition “If Responsible not equals to Unassigned” 


Add another condition by clicking the “Conditions” dropdown – 
“If Responsible not equals to old_responsible”.  Click on the “fx” icon to get a lookup.


Create a variable by clicking the “Variables...” button. It will open a dialog box. In the dialog box click on “Add…” . A dialog box opens where you can give a Variable Name(CustomSubject) and its data type (select string type).
[image: ]

Click on “Actions”, select “More Actions…” and select “Build Dynamic String” from the dialog box.  Press “Add”.
[image: ]
After that you need to build a Dynamic String and pass it  into the Variable (CustomSubject) 


To build a string, click on the “dynamic string” link and you will get a popup window “String builder”. You can add a SharePoint field value of a newly inserted list item by clicking the “Add Lookup” button. To make the required subject for e-mail threading, write Ticket: + the mapped subject field of the SharePoint list with HelpDesk OSP+[+ id of SharePoint list+]. Refer to the image below how the subject will look finally. 

If you are not using the E-mail Threading feature in HelpDesp OSP, you can only select the  mapped subject field of SharePoint list with HelpDesk OSP by lookup.

[image: ]

Now click on the “Variable: variable 1” link to pass into the predefined Variable. You will get a dropdown to select from the variables. Select the Variable (CustomSubject) which you have created earlier. 
[image: ]

Now you need to update the “old_responsible” value with the new one. To do this, select “update List Item” from the Action dropdown. Click on “this list” to get a dialog to add items and its updated values.


 Click on “Add…”.  Another dialog will come up where you can select column and its value. In the “Set this field:” dropdown, select [old_responsible] and in “To this value:” A click on “fx” button will open a another dialog box. In “Source:” select “Current Item” and in Field select “Responsible”. Click OK and again click OK.
[image: ]

[bookmark: _Toc289711869]Customize the e-mail message 
To send e-mails, select “Send an Email ”from the “Actions” dropdown. To customize your e-mail message, click on the “this message” link. 

When you click on “this message” you will get a pop-up window to define your e-mail. Here you can define “To”, “CC”, “Subject” and body of your e-mail.
[image: ]

You can set the “To” value by clicking the button in front of the “To” textbox. This  will open a “Select user window”. Double click on “Workflow lookup…” from the available list on the left hand side. Now you are asked to define Workflow Lookup in “Source”. Select current item. In “Field” select old_responsible (this will have current responsible as we updated its value in the earlier action). Click OK to close look up and again click OK to close “Select user window”.
[image: ]

You can set the “Subject” value by clicking the button in front of the “Subject” textbox. It will open a look up. In “Source” select “workflow data” and in “Field” select Variable name (variable: CustomSubject). Click OK.
[image: ]

For the body you can make your custom template by adding a SharePoint list field from “Add Lookup to Body”. Text inside square brackets “[]” works as placeholder for the SharePoint list item value, and that can be added from “Add Lookup to Body” in “Source”. Select current item and in “Field” select the required SharePoint field. 
Click OK after defining the e-mail.
[image: ]
[bookmark: _Toc289711870]Test and activate the workflow
You can test the workflow by clicking the “Check Workflow” button. If you do not get an error in the test, click “Finish” to save and activate the Workflow. Now your Workflow is ready to send automatic notification to Responsible persons on assignment changes.

[image: ]


	

[bookmark: _Toc252119706][bookmark: _Toc289711871]Calculate Ticket Time
You can calculate time spent on each ticket by creating a workflow in SharePoint Designer. If different persons work with a ticket at different levels, or if the same person works on ticket at different times, each user just have to enter the time worked and the Total column will keep adding the time automatically.
[bookmark: _Toc252119707][bookmark: _Toc289711872]Changes required in the SharePoint list
In the SharePoint list(s) you use with HelpDesk OSP you need to create two columns of “Number” type. Their default value should be 0. 

One column, “Worked Hrs” or “Worked Min” is for entering value of worked hours/minutes. In this instruction we will use “Worked Hrs”.

The other column, “Total Time”, is for adding values of Worked Hrs and calculating the total. 

The formula for calculating total time is “[Total Time] = [Total Time] + [Worked Hrs]”. 
[bookmark: _Toc252119708][bookmark: _Toc289711873]Define a Workflow for Auto Ticket Time Calculation
These are the steps to create a Workflow for the time spent on each ticket. To create a new workflow click on “File >New >Workflow…”, refer to Create a New Workflow
Give a name to the Workflow.

Select a SharePoint list to which you want to attach the workflow.

Select a Workflow start option. Three options are available for selection:

Allow this workflow to be manually started from an item
Automatically start this workflow when a new item is created. 
Automatically start this workflow whenever an item is changed. (Recommended)

Click Next to go to the Workflow Design window.
[bookmark: _Toc289711874]Design the Workflow

[image: E:\Data\Skypefiler\Jayant\Caculate Ticket Timing\Caculate Ticket Timing\WFT1.png] 
Click Next to go to the Workflow Design window.

From the Workflow Design window you can customize the workflow according to your needs. The Workflow Designer has two parts, “Conditions” and “Actions”. From “Conditions” you can filter items according to certain rules. From “Actions” you can perform what you want to do when an item is added to SharePoint. 
[image: C:\Users\JAYANT\Desktop\Auto Responce To Caller\WF 4.png]

Create a variable by clicking the “Variables...” button. It will open a dialog box. In the dialog box, click on “Add…” A dialog box opens where you can give a Variable Name (“Calc”) and its data type (select Number type).

[image: E:\Data\Skypefiler\Jayant\Caculate Ticket Timing\Caculate Ticket Timing\updated image.png]

Click on “Conditions” and add a “Compare [List Name] Field” type condition. Select [Worked Hrs] from the column list just after “If”. Select “not equals” from the dropdown. Then enter the value 0. This is done to avoid an infinite loop for every change event to the item.

[image: C:\Users\Kate Kalmström\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Word\WFT3.png]

Click on “Actions”, select “More Actions…” and select “Do Calculations” from the dialog box.  Press “Add”.

[image: E:\Data\Skypefiler\Jayant\Caculate Ticket Timing\Caculate Ticket Timing\WFT4.png]

Now you need to perform the addition on both columns ([Worked Hrs] and [Total Time]) and pass it into the Variable (Calc). 
[image: C:\Users\Kate Kalmström\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Word\WFT5.png]

Update [Total Time] with the value of variable (Calc) and update the value of [Worked Hrs] to 0. [Worked Hrs] need to be set to 0 to avoid an infinite change event loop.
[image: E:\Data\Skypefiler\Jayant\Caculate Ticket Timing\Caculate Ticket Timing\WFT9.png]
 
Add one more Action (Update List Item).  Click on “this list” to get the dialog to add items and its updated values.
[image: E:\Data\Skypefiler\Jayant\Caculate Ticket Timing\Caculate Ticket Timing\WFT6.png]

Click on “Add…”.  This will show another dialog where you can select a column and its value. In the “Set this field:” dropdown, select [Total Time]. In “To this value:”, click the “fx” button to get the value variable (Calc). 

The “fx” button opens another dialog box. In Source, select “Workflow Data” and in Field, select “Variable:Calc”.  Click OK and again click OK. 

[image: E:\Data\Skypefiler\Jayant\Caculate Ticket Timing\Caculate Ticket Timing\WFT7.png]

Click on “Add..” again to set the value of [Worked Hrs] to 0. In the “Set this field:” dropdown, select [Worked Hrs] and in “To this value:” enter “0”. Click OK.


[image: E:\Data\Skypefiler\Jayant\Caculate Ticket Timing\Caculate Ticket Timing\WFT8.png]

Click OK again to save the Update items list.

Click on “Check Workflow” to verify your workflow.

Click “Finish” to save the workflow.
[bookmark: _Ref228271816]
Now the total time is calculated for each ticket, and you can also analyse this field in the statistics tool, OLAP Reporting Tool.







[bookmark: _Toc289711875]Archive closed tickets
A workflow can automatically archive SharePoint list items when their status is set to Closed. It works this way: when you close a ticket in a list you use with HelpDesk OSP, a new item with the same content is automatically created in an archive list. It is NOT possible to include attachments and inline images, though.

Here the ticket list connected to Outlook is called HelpDeskEmails and the archive list is called ArchiveHelpDesk.
If you use HelpDesk OSP with several SharePoint lists, create an archive list and a workflow for each list.
[bookmark: _Toc289711876]Archive List creation
The first step is to create the new archive list, which should be built on the list you use with HelpDesk OSP.
[bookmark: _Toc289711877]Create template
Open the HelpDeskEmails list and go to Settings, List settings.
[image: C:\Users\Kate Kalmström\Documents\Skypefiler\Jayant\Archive Screenshots\Archive Screenshots\1.png]

Under Permissions and Management, save the list as a template.
[image: ]





Give the new template file and template a name and click OK to save it.
[image: C:\Users\Kate Kalmström\Documents\Skypefiler\Jayant\Archive Screenshots\Archive Screenshots\3.png]

[bookmark: _Toc289711878]Create a list
Go back to the SharePoint homepage and click first Lists and then Create to create a new list.
[image: ]  [image: ]


The new list should be modeled on the template you have just created, so click on that template under Custom Lists.

[image: ]

Give the new list a name, in this case ArchiveHelpDesk, and you may also add a description of the list.
[image: ]
[bookmark: _Toc289711879]Workflow creation
The second step is to create the workflow that will create new items in the archive list when the items in the HelpDesk OSP list are closed. Follow the instructions in section 2and 3 to open the SharePoint site in SharePoint Designer and create a new workflow.
For a demonstration of this workflow created with SharePoint Designer 2010, refer to http://www.kalmstrom.com/products/SharePoint/HelpDeskOSP/Demonstrations.htm 

[bookmark: _Toc289711880]Define the Workflow 
Give a name to the workflow.

Attach the workflow to the SharePoint list you use with HelpDesk OSP, in this case HelpDeskEmails.

Select a Workflow start option. For this workflow, use the alternative “Automatically start this workflow whenever an item is changed.”

Click Next to go to the Workflow Design window.

[image: C:\Users\Kate Kalmström\Documents\Skypefiler\Jayant\Archive Screenshots\Archive Screenshots\12.png]

[bookmark: _Toc289711881]Design the Workflow
From the Workflow Design window you can customize the workflow according to your needs. The Workflow Designer has two parts, “Conditions” and “Actions”. From “Conditions” you can filter items according to certain rules. From “Actions” you can perform what you want to do when an item is added to SharePoint. 

Click the Conditions arrow and select “Compare HelpDeskEmails field” - the name of the list will of course depend on the name of the SharePoint list you have attached your workflow to.
[image: C:\Users\Kate Kalmström\Documents\Skypefiler\Jayant\Archive Screenshots\Archive Screenshots\14.png]

When you have selected the Compare condition you will get an If field to the right of the Conditions button
[image: ]
Click the links and select “If the field Status equals the value Closed”
[image: C:\Users\KATEKA~1\AppData\Local\Temp\SNAGHTMLba81b78.PNG]
 
	An Action must also be defined: Copy List Item 
	[image: ]



Now you may select lists to copy from and to … 
[image: ]
 … and you will of course select to copy items from the HelpDesk OSP list to the newly created Archive list.
[image: ]

If you wish that the archived list items to be deleted from the HelpDesk OSP list also, you also have to create an action that deletes the closed items from the HelpDesk OSP list.

Select the Action Delete Item …

[image: ]

… and the current list.
[image: ]

Now the workflow is finished. Click the box Check workflow to control it, and if the SharePoint Designer confirms that the workflow has no errors you can save it by clicking Finish.
[image: ]

Check the workflow by closing a test ticket in the HelpDesk OSP list. Then it should disappear from this list and instead show up in the archive list.

[image: ]
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