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1  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 Microso ft 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 t his 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.  

2  Open the SharePoint Site in Microsoft SharePoint Designer  

Open Microsoft SharePoint Designer and from the menu bar select ñFile>(Sites) > Open Siteò. The SharePoint 
site will then open a dialog. In this dialog, give the SharePoint site URL (without the ñdefault.aspxò) and click 
open.  

            

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

 

3  Create a New Workflow  

To create a new Workflow and attach it to a list.  
 

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

 

http://www.microsoft.com/downloads/en/details.aspx?FamilyID=d88a1505-849b-4587-b854-a7054ee28d66
http://www.microsoft.com/downloads/details.aspx?displaylang=en&FamilyID=baa3ad86-bfc1-4bd4-9812-d9e710d44f42
http://www.microsoft.com/downloads/details.aspx?displaylang=en&FamilyID=baa3ad86-bfc1-4bd4-9812-d9e710d44f42
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In SharePoint Designer 20 10 you first select to crea te a List Workflow and specify the list. Then you create the 
list.  
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4  Auto matic  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 send er 
e-mail address   alerts@officelive.com . 

4.1  Requirements  

 

 Microsoft SharePoint Designer 2007 or 2010  
 

 The SharePoi nt site must be conf igured to send out going e -mails  
 

4.2  E- mail to the caller when a new ticket is created  

4.2.1  De fine  the  Workflow  

1.  Give a name to the Workflow.  
 

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

3.  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.  

 
4.  Click Next to go  to the Workflow Design window.  

 
 

mailto:alerts@officelive.com
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4.2.2  Design the Workflow  

From the Workflow Design window you can customize the Workflow according to your needs. The Workflow 
Designer has two parts, ñConditionsò and ñActionsò. From ñConditionsò you can filter items according to certain 
rules. From ñActionsò you can perform what you want to do when an item is added to SharePoint.  

 

 

 

First create a variable by clicking the ñVariables...ò button. It will open a dialog box. In the dialog box click on 
ñAddéò . A dialog box opens where you can give a Variable Name  (CustomSubject) and its data type(select 
string type).  
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Click on ñActionsò, select ñMore Actionséò and select ñBuild Dynamic Stringò from the dialog box.  Press ñAddò. 

 
 
 

After that you need to build a D ynamic String  and pass  it  into the V ariable (CustomSubject)  

 

 

To build a string, click on the ñdynamic stringò link and you will get a popup window ñString builderò. You can 
add a SharePoint field value of a newly inserted list item by clicking the ñAdd Lookupò 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 Threadi ng feature in HelpDesp OSP , you can only select mapped subject filed 
of SharePoint list with HelpDesk OSP by lookup.  
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Now click on  the  ñVariable: variable 1ò link to pass into the predefined Variable. You will get a dropdown to 
select from the variables. Select the V ariable  (CustomSubject) which you  have created earlier.  

 

 

Click  the  ñActionsò button and  select ñSend an Emailò from the dropdown. You will now get another action to 
send e -mail.  
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4.2.3  Customize the e - mail message  

To customize your e -mail message, click on the ñthis messageò link. 

 

 

As you click on ñthis messageò you will get a pop-up window to define your e -mail, refer to image below. Here 
you can define ñToò, ñCCò, ñSubjectò and body of your e -mail.  

 

 
 

Set the ñToò value by clicking the button in front of the ñToò textbox. This will open a ñSelect Usersò windowò. 
Double click on ñWorkflow lookupéò from the available list on the left hand side.  

 

Now you are asked to define Workflow Lookup in ñSourceò. Select current item. In ñFieldò select the SharePoint 
list field mapped to Caller e -mail. Click OK to close look up and again click OK to close ñSelect user windowò. 
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Set the ñSubjectò value by clicking the button in front of the ñSubjectò textbox. It will open a look up. In 
ñSourceò select ñworkflow dataò and in ñFieldò select Variable name (variable: CustomSubject). Click OK. 

 
 
 

For the body you can make your custom t emplate by adding a SharePoint list field from ñAdd Lookup to Bodyò.  
 
Text inside square brackets ñ[]ò works as placeholder for the SharePoint list item value, and that can be added 
from ñAdd Lookup to Bodyò in ñSourceò. Select current item and in ñFieldò select the required SharePoint field.  
 
Click OK after defining the e -mail.  














































































