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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?FamilylD=d88a1505 -849b -4587 -h854 -a7054ee28d66
(SharePoint Designer  2010) or

http://www.microsoft.com/downloads/details.aspx?displaylang=en&FamilylID=baa3ad86 -bfcl -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 sel(%tesj> OpeheSiteo. The SharePoi |
site will then open a dialog. I n this dialog, give the SharePoint
open.
™ N x Blo Al
WG| site
= |

Open SharePoint Site

@ Microsoft Office SharePoint Designe

File | Edit View Insert Format ;
{0 New. E I
| Open.. Ctrl+0 C?ﬂt

y

E Open Site...

l: Close Recent Sites

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.

In SharePoint Designer 2007 you first create the Workflow via File >New >Workflow and then select the list.
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http://intra.kalmstrom.com/fjayant - Microsoft Office Sha Workflow Designer - Workflow 1
Eile | Edit View Insert Format Tools Table 5i
1] New.. ¥ | o] Page.
B2 Open.. Ctr+O | (@ Web Site.. Define your new workflow
ﬁ Open Site... .ﬁl SharePoint Co
{:’? Open Workflow... |ﬂ HTML Choose the type of workflow and the conditions under which this new w
Close =] ASPX Give a name to this workflow:
) ] Workflow 1
Close Site Aj CS5
fﬂ Save Crl+S @ Workflow... ‘What SharePoint list should this workflow be attached to?
HOSPEMAILL [=]
P oave As... 3 Folder
In SharePoint Designer 2010 you first selectto crea  te a List Workflow and specify the list. Then you create the
list.
. s
A
) 3 Home List Workflow
sl ©
= [EEEE Create a workflow that is attached to a list and can be initiated from a
B Close site 3 __E \j ,I,ivsériﬁrg\;vl—:z:?[,ﬂ:v name given here will be used to identify the
= =
Specify the name for the new worlkflow:
Sites Web Part Page MNew Page from Master More Pages
. Workflow 1
Pages — Specify the list to associate with the new workflow:

2 Announcements -
Add Ttem Create
Calendar Contacts
Help
2] Options
Document Library Wiki Page Library
9 Exit
Mare Lists
Workflows
T
]
List Workflow Reusable Workflow Site Workflow
Import Visio Workflow
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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 sender
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 goinge  -mails

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

4,21 Define 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 Nextto go to the Workflow Design window.
[ Workflow Designer - Workflow 1 @I&J
Define your new workflow J /.

Choose the type of workflow and the conditions under which this new workflow should run.

Give a name to this workflow: 0' Help

Workflow 1 « The workflow name given here wil
be used to identify the workflow to
end users.

What SharePoint list should this workflow be attached to?

HOSPEMAIL E « By attaching this workflow to a
List, it makes it possible to initiate
Select workflow start options for items in HOSPEMAIL: the workflow for Items in that List.
[ Allow this workflow to be manually started from an item The start options reflect when the
‘Automatically start this workflow when a new item is oreated; workfiow will be run for Ttems in

the attached List.
] Automatically start this workflow whenever an item is changed =a Ea s

Click here for more help...

Ched(Workﬂow] ’ Initiation. .. ] ’ Variables. .. Mext = ] ’ Einish
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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, fiConditionso and fAActionsogtoertainm ACondi ti
rules. From fiActionso you can perform what you want to do when an
Step Mame: |Step 1 Workflow Steps
Specify details for 'Step 1' ZEE
Add workflow step
Choose the conditions and actions that define this step of the workflow.
Add 'Else If Conditional Branch
First create a variable by clicking the AVariables...0 button. It
AAddéo . A di adwhee ybucan givepad/ariable Name (CustomSubject) and its data type(select
string type).
Workflow Designer - Auto Response |i|_|
Step Mame: |Step 1 Workflow Steps
Specify details for 'Step 1 SEE

Add workflow step
Choose the conditions and actions that define this step of the workflow.,

Workflow Local Variables |M|
1
Add 'Else If Conditional Branch i Add...
Se T eneenE e Namgl Edit Variable )

- [ Modify...
CustomSubject [ Remove
Type:

String [=]

Cbechorkﬂow][ Initiation. .. ]| Variables. .. | Cancel ][ < Back Mext
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ct ABuil dPbgesamiAd&dbri ngo

Step 1

A=

Choose the conditions and actions ﬂ1J Workflow Actions

Select a Category:
All Actions

[=]

Choose an Action:

Add Time to Date

Assign a Form to a Group
Assign a To-do Item
Chedk In Item
Chedk Out Item
Collect Data from & User

Copy List [tem

Create List Ttem

Delete Item

Discard Check Qut Item

Do Caloulation

Log to History List

Pause For Duration

Pause Until Date

Send an Email

Set Content Approval Status

Set Field in Current Item

Set Time Portion of Date/Time Field
Set Workflow Variable

»

Add 'Else If Conditional Branch

m

[ add

] l Cancel

After that you need to build

Add workflow step

aDynamic String and pass it into the V ariable (CustomSubiject)

Step Mame: |Step 1

specify details for "Step 1'

Choose the conditions and actions that define this step of the workflow.,

-
Store dynamic string in Variable: variable1
Add 'Else If Conditional Branch
To build a string, click on the fidynamic stringo |link and you wil!/|
add a SharePoint field value of a newly insert adorhakestte i tem by clic
required subject fore  -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
of SharePoint list with HelpDesk OSP by lookup.
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Il

Workflow Steps

fa] T

Specify details fof

g;;: String Builder

R

Choose the conditi
MName:

[ Conditions ™ Ticket: [%HOSP Auto Response Testing:Tithe %] [[%HOSP Auto Response Testing:1D%]

[ Actions ~

Add 'Else If Conditi

Nowclickon the AVari abl e:

Step Mame: |Step 1

specify details for 'Step 1'

vari abl e tHecdpredefinadk Variable.prauswdl get andropdown to

select from the variables. Select the V ariable (CustomSubject) which  you have created earlier.

Conditions

Add 'Else If Conditional Branch

Click the iAct i ons dandbwud It ®@mnt

send e -mail.

Choose the conditions and actions that define this step of the workflow.

Store Ticket: [3HOSP Auto Re... in Variable: variable 1 E|

-
Variable: variable
Variable: variable 1
Create a new variable. ..
an Emai | 0 Yduwib mow gehaeothdrraaiigndoo wn .

Build Dynamic 5tring

1=

Send an Email

Set Workflow Variable
Collect Data from a User
Assign a To-do Item
Aszign a Form to a Group
Set Field in Current Itermn
Update List Item

Create List Itemn

Copy List Itern

More Actions...
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4.2.3 Customizethee  -mail message

To customize youre -mai | message, click on the fAthis messageo | ink.
Step Mame: | Step 1 Workflow Steps
Specify details for 'Step 1 HED L

Add workflow step
Choose the conditions and actions that define this step of the workflow.

} Store Ticket: [%EHOSP Auto Re... in Variable: Custom Subject

then Email this message

Add 'Else If Conditional Branch

As you click on fAthis me s-spwndow toyefine youiel | -mgileréfer @ image pelow. Here
you can define fAToo, i Cybbypurdi Soalhj ect o0 and bod
-

Step Name: |Ste _ e Steps
== Hr_{,:: Define E-mail Message ?

Specify details fi

ste
Choose the conditi

[ZE=

>EE

[ Conditions * Subject:

[ Actions

Add Else If Conditi

Coc ) (oo

4

Set the fAToo value by <clicking the broigwiolnl i pdm diserési @d ndldtwoAiToo t ex
Double click on AWorkflow | ookupéd from the available Iist on the

Now you are asked to define Workflow Lookup in ASourcedo. Select current item. In AF
list field mappedto Callere -mai |l . Click OK to close |l ook up and again click OK
Manual for ~ Use of SharePoint Workflows with HelpDesk OSP
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Step Name:

Specify details fo

Choose the conditia

Step 1

tz Define E-mail Message

Steps

To:

i "

pw step

l Conditions

l Actions

Add 'Else If Condifs

Set the
ASourceo s

For the body you can make your custom t

Text insid
from AAdd

Click OK after defining the e

Select Users

Type a Name or E-mail Address;

Or select from existing Users and Groups:

User from address book...
Warkflow Lookup...
User who areated current item

<< Remove

-

=

Selected Users:

Jayant

2 o

Jayant Vi
4 Lookup Details

Jayantq Define Workflow Lockup

KALMSTRA
KALMSTRI
KALMSTRA
KALMSTRI
KALMSTRI

Source:

Current Item

Choose the data source and field to perform the lookup on:

KALMSTRI Field:

Caller Email

[+][E]

KALMSTRI
KALMSTRA
NT ALTHI

Clear Lookup

OK

][ Cancel ]

ASubject

0o val
A

el ect

squar e

e
Lookup to

-mail.
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