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1 INTRODUCTION

In Folder HelpDesk support cases or other issues that need to be tracked are formalized in tickets,
which are filled out automatically or by the people working at the helpdesk.

The tickets are easily distributed among the staff, confirmations are sent out automatically and
when a case is closed the ticket can be saved in a knowledge base. The information in the tickets
also is automatically saved into a database where it can be searched and used in the integrated
Excel Reports. Folder HelpDesk is totally integrated in Outlook.

BE - Folder HelpDesk - Public Falders - chrisg@contoso.com - Outlook ?®E - 0 X
HOME = SEND/RECENE  FOLDER  VIEW  ADD-INS
* % 1 Ignore x %« Q @ 2 Mesting {E Newticket 1 Search ¥ Movetor 7 £ To Manager ¥iMover | € Unread/Read | |Search People
il € . 5
N .I\IJ. 7 Clean Up Delet Pu:t- Reat F -)d # Corfigure EJ Tearn Email v Done ioRuless | M Categorize | EZAddress Book
ew ew elete eply Forward [5 - -
Post ltems+ S lunk~ Reply ER bore 1] Statistics~ Advanced + L Reply BuDelete # CreateNew |3 M OneNote | [* FollowUp~ Y Filter Email ~
New Delete Respond Folder HelpDesk Quick Steps 5 Move Tags Find IS
<
All Unread | Search Folder HelpDesk (Ctrl~E) P | Current Folder -
4 chrisg@contose.com
1[[1)0 |RESPONSIBLE | INCIDENT TYPE | susJECT [TICKET ID [NAME = | PHONE [E...| CATEGOR... |¥" -
LLZ3 4 Status: In progress: 27 item(s), 11 unread
gt W7 ™ Buchanan, Steven Delete user Tiave Microsoft Ex i Wiier, Rita 711020561 e
=9 Sent ltems Incident g
5 Delted fems 4" Buchanan, Steven Delete user I don't need any of 13 Nagy, Helvetius (206) 555-8257 n...
Calendar Incident r
5 Contacts # Buchanan, Steven Delete user What does the scree 13 Magy, Helvetius [208) 555-8257 n..
% Journal Incident g
[ Junk E-Mail # Buchanan, Steven Delete user I have a long dista 24 Nixon, Liz (503) 555-36... N...
Notes Incident > x
3] Outbox 44 Buchanan, Steven Delete user What does the saee 18 Nixan, Liz (503) 555-3612 ..
RSS Feeds Incident >
b [ Sync Issues 4 Buchanan, Steven Delete user 1 have a long dista 9 Nixon, Liz (503) 555-36... M...
2| Tasks Incigent >
b [ 3 Search Folders 2 Callahan, Laura Excel You've got to fixm 3 Parente, Paula (14) 555-8122 p...
Incident |'
4 Public Folders - chrisg@conto... 4% Callahan, Laura Excel Just call us back i 14 Pavarotti, Jose [208) 555-8097 p... .
Incident
4[4 All Public Folders
b 14 AnkitaTesting 404 Callahan, Laura Excel Ok, now dlick your B Pavarotti, Jose (208) 5558097 p... I“
Incigent
b 173 DeveloperTestfalder naaen
b I3 Neha Testing 44 Davolio, Nancy Excel Excuse me can | use 36 Pedro, José (95) 555 82 82 p... .
Incident I
4[ ;. 5apna
2 Folder HelpDesk 44 Davolio, Nangy Excel Ok, now click your 22 Pedro, José (95)555 8282 p... - =
Mail Calendar People Tasks

ITEMS: 50 UNREAD: 22 ALL FOLDERS AREUPTO DATE.  ONLINE

In Outlook 2010 and 2013 all buttons are placed in the ribbon, Refer to The Folder HelpDesk
buttons.

In this manual we have chosen to take support cases as examples, but Folder HelpDesk can be used
for all other issue tracking purposes as well.

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

The screenshots in the manual mostly come from Outlook 2013. In some cases, when the design is
different, we also show Outlook 2007.

In this manual we talk about e-mail conversion, but tickets may also be
created from Outlook Tasks or Appointments by using the Folder HelpDesk
conversion button.

ki
Convert

You are welcome to print this 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 offer it in .DOCX format as well as in .PDF.
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Section 4 and 5 are useful for all staff working with Folder HelpDesk, while the rest of the manual
mainly is intended for the administrator/management.

2 REQUIREMENTS

To install and use Folder HelpDesk you need

@ Windows Vista, 7 or 8.

@ Microsoft Outlook 2007, 2010 or 2013 installed on each client. Both the 32-bit and the 64-
bit versions are supported.
An Exchange server, any version.
Microsoft Excel 2007 or above for the statistics reports
Any version of Microsoft Access or SQL Server
.NET framework 4.0 installed. It may be download for free from
http://www.microsoft.com/en-us/download/details.aspx?id=17851
There is also a download prompt in the installer if it cannot find an installation of .NET
Framework on the PC.

It is possible to install Folder HelpDesk in any Outlook folder. For sharing the tickets you must use a
shared mailbox or a public folder, which requires access to an Exchange server and a mailbox
account, since sharing a .pst file is not supported by Microsoft. Folder HelpDesk supports all versions
of Exchange.

Even if it is possible to install and use Folder HelpDesk in an Outlook folder that is not shared, the
application is created for sharing and that is what we describe in this manual.

Folder HelpDesk helps you get more out of Outlook and Exchange, but it does not assist you with
the general configuring of those programs.

3 THE FOLDER HELPDESK TICKET
The Folder HelpDesk tickets are ordinary Outlook post items that you may customize to suit your

organization’s needs. Here the default ticket is described. For customizations, Refer to Customize
the Ticket HTML Form.
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2 Hd L | have Microsoft Ex - Discussion T EH - O X
FILE DISCUSSION INSERT OPTIONS FORMAT TEXT REVIEW
x b 3 E:/1 E;} ’E@ T offiliate w = Rules ~ £53 Mark Unread % # Find Q
« =4 9-) To Manager - .EE CneMote ==| Categorize ~ [ Related ~
Delete Post Reply Forward Mare | - —| Move __ Translate oom
Reply - Team Email T . [P Actions~  |* Follow Up~ . [+ Select~
Delete Respond Quick Steps P Iove Tags Editing Zoom M

ﬁ;‘ E % IQ @ m E:ﬂ @ x Erom Unl(nown Posted On Sun 7/13/2014 6:02 PM

Posted To FolderHelpDesk
Conversation | have Microsoft Ex

ID: 297 Time: 7/14/2013 1:15:00 PM
Subject i
Created by: UNKNOWN ; I have Microsoft Ex
Due: [771472014 i T
Status: |Ir1 progress
Customer: "I have Microsoft Exploder.” ———--—-----——————-memeeen -
—————————————————— Customer: "How do I print my voicemail?”
Caller:
Name: Dll\ﬂuller, Rita @ Solution
E-mail: |maller rita@kalmstrom.nu | o=
Phone: [0711-020361 | &
Category: |F’roduction
* Incident Type: IDeIete user
" Responsible: |Buchanan, Steven <]

Eﬁ Folder HelpDesk
© for Qutlook®

Folder HelpDesk Properties | Work Done

ﬂ See more about Unknown, ~

3.1 MANDATORY FIELDS

Only a few fields are mandatory in the Folder HelpDesk ticket. The two fields that have to be filled
out (by selection) are marked with a red star (*). Tickets can be saved with some of the mandatory
fields empty, but tickets cannot be closed until all mandatory fields are filled out.

3.2 PARTS

The Folder HelpDesk ticket form is divided into four parts. The left side has three parts. The Toolbar
Strip is on top and below it comes the main part, the HTML Form with ticket properties. At the
bottom we find the Tab Strip. On the right side is the Ticket body.

3.2.1 The Toolbar Strip
The Toolbar Strip contains buttons for different options: Save the ticket and close the window,

Save the ticket, Close the ticket, Export ticket data to an Outlook Task, Insert a FAQ Reply, Forward
the ticket, Create a KBase article from the ticket, Print the ticket and Delete the ticket.

y B g e X
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From left to right the Toolbar buttons are:

1. Click Save and Close Window when you wish to save the ticket changes and
then close the ticket window.

2. Click Save if you wish to save the ticket changes and then continue working with
the ticket.

[B ©

3. Click Close when the support case is finished. The ticket is then closed and will be
removed from Outlook. Refer to Open and closed tickets.

!

4. Click Task to create an Outlook Task, which is saved among your personal tasks.
The newly created task can be used for synchronizing with a phone or PDA.

B &

5. Click FAQ Reply if you want to insert a standard answer in the ticket. For more
information, Refer to FAQ.

6. Click Forward if you want to forward the ticket to another person. e
7. Click Add to KBase to create an article in the knowledge base from a ticket that
should be closed. It will be added to the kalmstrom.com knowledge base that runs I._.+

inside Outlook.

For the Add to KBase button to work there must be an installation of the kalmstrom.com
application KBase, and the checkbox for KBase in the Folder HelpDesk Settings, under the
tab Other settings, must be checked. Refer to KBase.

8. Click the Print button to print the ticket. %
9. Click the X button to delete the ticket from Outlook and remove it from the x
database.

For High or Low Importance you can use the normal Outlook Importance icons. The default status
is Normal.

3.2.2 The HTML Form

In the HTML Form you can set different ticket properties. You may add your own fields to the HTML
Form, Refer to Customize the Ticket HTML Form.

Below is the default form, which is shown when you select the Properties tab in the Tab strip at the
bottom. When you convert an e-mail to a ticket some of these fields are filled out automatically with
details from the e-mail.
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ID: 297 Time: 7/14/2013 1:15:00 FM
Created by: UNKNOWN
Due: [7114/2014 F
Status: |In progress ﬂ
Caller:
Name: E“Mlijller, Rita ﬂ @
E-mail: |m|:]IIer.rita@kalmstmm_nu | 4
Phone: 0711-020361 | B
Category: | Production ﬂ
* Incident Type: |De|ete user ﬂ
*Respansible: |Eluchanan, Steven ﬂ <]

Folder HelpDesk

for Outlook®

Folder HelpDesk Properties | Work Done

Ticket ID, Creation Time and Created by are set automatically and cannot be changed.

Caller Category, Status, Incident Type and Responsible are easily chosen from drop lists that
are populated from lists in the Folder HelpDesk Settings. You can also select “"New entry” and create
a new entry that will be added to the database. In the Settings, Ticket form settings, the
administrator can select how these new entries should be handled: create new objects, ask or do
nothing. Refer to Ticket form settings.

It is not possible to close a ticket if one of these values does not existing the database.

If a default Responsible is set for the caller, the name will be filled out automatically when the caller
is selected. If no default Responsible is set, the Responsible person is selected manually from the
drop list. Refer to the Settings, Caller tab.

For Due Date, click the icon and pick the date.

The Caller Name may be picked from the Global Address List or Outlook Contacts, and it may
also be chosen in the ticket dropdown. In that case the names come from the Callers list in the
Folder HelpDesk Settings. Other known details about that caller are then filled out automatically. E-
mail address and telephone number are visible below the Caller name, and more info can be found

via the speech bubble to the right.

When a new caller is entered in the caller’s field, the information about this caller can be
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automatically saved to the database and show up in the Settings under the Caller tab, Refer to
Ticket form settings. In this case the selected Caller category will also be entered for this Caller.

E-mails to Caller and Responsible informing them of the ticket can be sent by clicking the e-mail
symbol. Refer to E-mail notifications.
Manual e-mail to the caller and Manual e-mail to the responsible.

These e-mails may also be sent automatically, Refer to Templates.
When you have Skype or another desktop calling application installed, you can also make a

telephone call to the Caller by pressing the telephone icon in the ticket form. Folder HelpDesk
supports all calling applications that supports the callto tag.

3.2.3 The Tab Strip

Folder HelpDesk

for Qutlook®

Folder HelpDesk Properies | Work Done
In the Tab Strip you can choose to display the Folder HelpDesk properties of the ticket form or the
Work Done information.

If you have selected to save e-mail history in subfolders there are also tabs for Sent and Received
Emails, refer to Save e-mails in subfolders.

Folder HelpDesk

for Outlook®

Folder HelpDesk Properties | Work Done | Sent/Received

3.2.3.1 The Properties Tab

Under the Properties Tab you will find the information about the ticket, refer to The HTML Form
above.
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3.2.3.2 The Work Done Tab

Under the Work Done Tab, enter a
work description and a time and click
the Add button to move it to the
section below the fields.

Once in the grey field the text cannot
be changed, but there is a possibility
to change the time by entering a
negative value.

The Work information is especially
useful if several people work with a
case, or if you work with it on several
occasions.

If Minutes worked is not filled out, the

standard time stated by the
administrator in the Settings is

suggested automatically when the user

clicks Close to close the case.

3.2.3.3 Sent /Received Tab

— leveraging your Microsoft® % Folder HEIPDESk

for Qutlook®

2 H ©® 3 1t L o=
DISCUSSION INSERT

= }i Cut

OPTIOMNS

FORMAT TEXT F

Vergams <[5 <] A &[S | &
b ERy Copy
aste abr . == =| e =
- ~ Format Painter B I U 4 A == = | ==
Clipboard [F] Basic Text 1
AR 28 =Ee X
Minutes Descripticn
- | | [
Flanning 7182014 2:55:35 FM 137 Chris Gray

Folder HelpDesk Properties | YWark Done

Chris Gray Mo ltems

The Sent/Received Tab will be visible if the administrator has checked the option “Save e- mails in
Subfolders”, Refer to E-mail history. Here you can view all sent and received e-mails for the selected

ticket.
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b &8 X

A% EH

Sent E-mails

O @ From To Subject Received

Ben Spain Ticket: Printerpr... 7182014 327

£ >

Received E-mails

[ @ From To Subject Received
|l’ Ben Spain RE: Ticket: Prirt... | 7182014 3:2]

< >

Folder Help Desk Properties I Worc Done | Sent/Received

Right click to Open, Copy or Delete a converted e-mail. You may also double-click to open the e-
mail.

Sent E-mails

0 8 Fom
[~ Chris Gray Ben Spain Ticket: Printerpr... 7/18/2014 3.2

3.2.4 Ticket body
The body text of the e-mail is placed in the ticket’s body.
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inter problem - Discussion 7 g o R | 4
REVIEW
‘o Rules - E’“a’ [ [] b % i Find q
_Lm OneMaote min ) Related ~
: Mark Categorize Follow  Translate foom
ahctions' Unread - Up~ - [} Select =
Move Tags Editing Zoom ey
From Chﬂs Gray Posted On Fri 7/18/2014 3:43 FM
Pasted To Folder HelpDesk
Conversation
Subject |Printer problem

Incident

A woman called the Canon help desk with a problem with her printer. The
Tech asked her if she was "running it under Windows." The woman
responded, "No, my desk is next to the door. But that's a good point. The
man sitting in the cubicle next to me is under a window, and his is working
fine.”

Kind regards
Chris Gray

Solution

3.3 OPEN AND CLOSED TICKETS

Folder HelpDesk tickets that concerns cases which are not finished yet are called open tickets.
They are stored both in the database and in the Outlook folder.

Click the Close button in the ticket Toolbar strip when the support case is finished. The ticket will
then be closed and removed from Outlook. The ticket is still saved in the database and o
may easily be accessed and reopened by Search closed tickets. E

Also attachments are saved. When an SQL Server database is used with Folder HelpDesk the
attachments will be saved directly in the database.
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The Access database has a limited capacity, so organizations who use an Access database will
instead have their closed ticket attachments stored in a separate subfolder in the Folder HelpDesk
server folder, where Folder HelpDesk will fetch them when tickets are re-opened.

When the option "Save e-mails in subfolders" is selected for E-mail history, all sent and received e-
mails will also be saved in the same way as the attachments.

aZ| Mew ticket aSEarch
1o Configure |Status -

pl Statistics  Advanced -
Faolder | QO  Search closed tickets
Delete ticket
Copy ticket
Print multiple tickets

Mazs e-mail

#1FP F X

Maintenance

If a caller replies to an e-mail sent from a ticket and that ticket has already been closed, Folder
HelpDesk will automatically open the ticket again.

If the former ticket has been deleted from the database, a new ticket will be created from the new
e-mail.

In the database table tbiTickets, field biInClosed, the open tickets are marked “0” and the closed
tickets “1” or “-1".

In the Closed field of the statistics reports you can choose to see data from all tickets, or from
only closed or only open tickets. False = not closed (= Open). True = Closed.
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4  How FOLDER HELPDESK SIMPLIFIES THE SUPPORT STAFF’'S WORKFLOW

There are basically three scenarios for helpdesk personnel: they receive their cases by telephone, by
e-mail or via a web form. E-mails and messages from the web form can be converted into tickets

manually or automatically.

4.1 TELEPHONE CALL

When answering the phone, the support person opens a new
ticket by clicking the New ticket button in the Folder HelpDesk
ribbon group.

The Caller can be added in several different ways:

25 New ticket aSearch
o Configure
gl Statistics ~ Advanced -

Folder HelpDesk M
.

1. Picked from the Global Address List or
from Outlook Contacts. Use the button to
the left of the Name field for this option.

Caller:
’T\Iame:

Search: @Namennly {:}Mnrecnlumns Address Book

\EI |Nagy, Helvetius

| |G|:|

| Global Address List - chrisg@contoso.com  w

Advanced Find

| Name Title

Business Phone

Location

Aaron Painter
Adam Barr
Alan Brewer
Alan Steiner
Alexandre Silva
Alfons Parovszky
Alicia Thomber
Alisa Lawyer
Allan Guinot
Allison Brown
Amy Alberts

& Anders Madsen
& Andrea Dunker

]
as Andrew Ma
B Andv larnhke

Regional 5ales Manager

Project Manager

Salesperson

Project Manager
Engineer

Strategy Consultant
HE. Manager

Project Manager
Project Manager
Senior Project Manager

Saninr Praiart BMananar

Strategy Consulting Mana... [212) 555-8335
General Manager of Profes... [208) 555-5472
(804 555-2217
Director of Project Manage... [208) 555-2443
[206) 555-5413
Content Management Con... [208) 555-1659
(714 5554825
[208) 5554733
[206) 555-6127
[206) 555-5461
[20E) 555-1346
(206) 555-7593
[208) 555-1413
[208) 555-6345
M6l GEE_AJRD

40593
4164
472
a7
4025
4062
4129
4209
4108
4083
4127
4026
4010

4200
4188

When a person is picked from one of these registers, the form is filled out with the person’s
name, e-mail address, telephone number, caller category and more info via the speech

bubble to the right, if applicable.
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Caller:
MName: E“Muller, Rita ﬂ @
E-mail: |m[]IIer.rita@kaImstmm.nu | =
Phone: 0711-020361 | B
Category: | Production j

2. The Caller may also be picked from a drop list of names, which are beforehand specified
under the Caller tab in the Folder HelpDesk Settings. Also in this case the e-mail address,
telephone number, caller category and other info is filled out automatically, if it is specified
in the Caller Settings.

3. If the Caller is a new person, you have to write in the details. When the checkbox for
Auto-add new caller is checked in the Folder HelpDesk Settings, this caller’'s name and e-
mail address will be saved to the database automatically and will thus show up in the
Settings under the Caller tab. The next time this caller can be picked according to method
2. For more info about Auto-add Refer to Ticket form settings.

In the ticket body the Creator of the ticket writes a description of the Incident reported by
telephone. The body also has room for a description of the Solution to the problem, which is
normally written by the Responsible person.

| have a long dista - Discussion

REVIEW DEVELOPER

1ager W sz Rules - Eﬁ"q’ =. g %} i Find Q
Ak Onelote % Related -
—_|  Move Mark Categorize Follow  Translate Zoom
New T - [ Actions=  Jnread - Up~ - [t Select~
Ma MMowe Tags Editing Zoom
From
Posted To ViewTest

Conversation | have a long dista

Subject ‘ | have a long dista

incident
Customer: "I have a long distance modem.”

Solution

4.1.1 Caller e-mails

An automatic e-mail about the ticket creation can be sent to the caller, Refer to Automatic e-
mails and E-mail to caller when ticket is created.
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If an e-mail with the — caller-

solution or a request for -
g Mame: E“Mﬂller, Rita L;,J

more information should

be sent to the caller, just E-mail: miller rita@kalmstrom nu <
click the e-mail symbol to

the right of the e-mail field Phone: 0711-020361 K3
and the e-mail is created. T IF’r&ductinn

You may also make a telephone call with any desktop calling application. Note that these icons are
only shown if an e-mail address / a telephone number or a calling application name is filled out in

the field.

4.1.2 Save and Close

el = ==
50% 76

When you Save the ticket it will be saved as an

;ﬂ @ x open ticket.

If you don’t want to work with the ticket

ﬁ @ x more right now but still want to keep it
open and at hand in Outlook, click the Save

and Close window button.

Do not click the Close button until the case
is finished. When you click Close, the ticket

ij B % | Q ail>< E:ﬂ @ x will be removed from Outlook and only
saved in the database, but it may be opened
via the Search Closed tickets feature, Refer
to Search and reopen closed tickets.

4.2  E-MAIL, MANUAL CONVERSION

You can convert e-mails to tickets manually with the conversion button that was added

b
Efﬂ to the Outlook toolbar/ribbon when you installed the Folder HelpDesk ClientTool. With
|

c ot this button you may also convert Outlook Task and Appointments into tickets.
onve

E-mail

(For information about automatic conversion, Refer to Folder HelpDesk Options
Automatic conversion of e-mails into tickets.)

For manual conversion, open or select the e-mail and click the Folder HelpDesk Convert Email
button in the ribbon group. A dialog will be displayed. Here you can select to either create a new
ticket based on the information in the e-mail or add the e-mail information to an existing ticket.

(®) New ticket
(") Add e-mail to ticket ...

Whichever option you choose, you will be asked if you want to open the ticket. Folder HelpDesk can
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remember this choice next time, so that the dialog is not shown. If you want to change the option,
click the Configure button in the Outlook ribbon to open the Folder HelpDesk settings and go to the
Ticket form settings tab.

New ticket:

A new ticket has been created.
Do you want to open it now?

[ ] Remember this option nex time

Existing ticket:

The e-mail has been saved with the ticket.
Would you like to open the ticket now?

[] Remember thiz option next time

When the e-mail has been converted it is marked with a flag. The e-mail can only be
- : o
converted again if that flag is removed.

If a mistake has been made, clear the flag (right click and select Clear Flag) and restart Outlook to
be able to convert the e-mail again. Note that the first ticket will still be in the ticket list, so if it was
a mistake you have to remove it from there also using one of the Folder HelpDesk delete buttons,
refer to Delete tickets.

4.2.1 Convert into a new ticket

If you select to create a new ticket from the e-mail, the title of the e-mail is set as the Subject, the
sender of the e-mail is entered as Caller and the E-mail address is also always known.

Further information about the sender is filled out if preset in the Settings, or if information about the
sender is available in the Global Address list or in Outlook Contacts.

When the Settings checkbox for Auto-add new caller is checked, and an e-mail from a caller who
is not represented in the Settings Caller list is converted to a ticket, this caller's name and e-mail
address is automatically saved to the database and will thus show up in the Settings under the
Caller tab. Additional information about the caller might be added there, and next time this caller
sends an e-mail that info will be shown.

The body of the e-mail, which describes the problem, event, issue or similar, is added under
Incident. The formatting and embedded images from the e-mail will be transferred to the ticket.
The ticket body also has room for a description of the Solution to the problem, which is normally
written by the Responsible person.
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1ail threading - Discussion T EH - O X

EVIEW

% Rules - E"‘Q‘ [ [} F a% i Find Q

_ﬂ] OneMote s ) Related ~

. Mark Categorize Follow = Translate Zoom

?' Actions™  nread - Up~ - Select~

Move Tags Editing Zoom -
Tue 3/26/2013 912 PM

From Kate Kalmstrom <si Postedon

Posted To Folder HelpDesk

Conversation Folder HelpDesk e-mail threading

Subject |Folder HelpDesk e-mail threading

*Message Conditions.docx[iﬁ KE)

[+]

Incident
Hisupport team,

Folder HelpDesk has two methods for e-mail threading. Which one
is best? Please explain the differences!

I have attached a file with a description on how we currently work
with Folder HelpDesk.

i | Templates | FAQ | Status | Ticket form settings | Signature | Other settings |_

E-mail history
[] save e-mails in ticket body
[T save e-mails in subfolders

Kind regards,
Kalle Kula

Solution

4] | [v]

4.2.1.1 Attachments

E-mail attachments are transferred to the ticket and shown as in standard Outlook items.

Thu 7/24/2014 11:33 AM

From Chﬂs Gr‘ay Posted On
Posted To Folder HelpDesk

Conversation  Printer Problem

Subject |Printer Problem

#Message  MZ Details.dooe (12 KE)

New attachments may be added to the ticket with the Outlook command Insert >Attach File.
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When the ticket is posted, the e-mail will be tagged @y 1 | ot # 105 created at 7/24/2014 11:05:28 AM.
with information about ticket number and the time

the ticket was created. Click the Info button to show related e-mails. The ticket ID is used for the E-
mail history feature.

The ticket info might be hidden. If it is, you will see this text instead of the ticket info.

ﬂTD help protect your security, the Follow Up flag text has been hidden. Follow up.
Click here to see hidden text.

4.2.2 Add to existing ticket

Addition of an e-mail to an existing ticket is only possible if one or both alternatives for E-mail
history is enabled under Other Settings.

The ticket may be found by filtering or defining ticket ID. You can also just click the “Only Caller
tickets” button to see all tickets from the Caller, like in the screenshot below. The caller must be
included in the Folder HelpDesk Settings Caller list for this to work.

() Mew ticket
(@ Add e-mail to tickst ...

Find ticket
' Setfiter || Reset fiter || Only Caller tickets Ticket ID

Ticket ID Subject Caller Name Caller E-mail

Qfg o7 Printer Problem Chris Gray chrisg@contoso.com
QE‘ 106 Prirter Problem Chris Gray chrsg@cortoso.com
@3‘ 105 Printer Problem Chris Gray chrisg@contoso.com
G5 104 Printer Problem Wilson, Fran wilson fran@kalmstrom nu

Printer problem

Printer problem Ben Spain bens@contoso.com

Frinter problem Roel, Diego roel diego@kalmstrom nu

My computer crashed Sommer, Martin sommer.mart in@kalmstrom...
I dont need any of Magy, Helvetius nagy-helvetius @kalmstrom....
| Received this Emai Wilson, Paula wilson paula@kalmstrom.nu
Sothatll get me ¢ Simpson, Patricio simpson patrcio@kalmstro...

hloaas vdb—d A | AT Dt mrmma b ot e e Tl e cdeee e

4.2.3 Caller e-mails

An automatic e-mail about the ticket creation can be sent to the caller, Refer to Automatic e-
mails and E-mail to caller when ticket is created.
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If an e-mail with the

| ‘ Caller:
solution or a request for - 5
. S

more information should Name: EI IMuIIer, Rita J @
be sent to the caller, just E-mail: Imiller rita@kalmstrom nu | =
click the e-mail symbol to
the right of the e-mail field Phone: |':|ﬁ‘1‘[]-2':'35‘1 | a8
and the e-mail will be .

Cateqgory: Production e
created. aery I J

You may also make a telephone call with any desktop calling application. Note that these icons are
only shown if an e-mail address / a telephone number or a calling application name is filled out in
the field.

BB w2 EH =g e X

When you Save the ticket it will be saved as an open ticket.

If you don’t want to work with the ticket more right
now but still want to keep it open and at hand in @' B G & e 5 "+3 = X
Outlook, click the Save and Close window button.

Do not click the Close button until the case if finished. Then

the ticket will be removed from Outlook and only saved in
e B e R d e X the database, but it may be opened via the Search Closed

tickets feature, Refer to Search and reopen closed tickets.

4.2.3.1 Automatic adding of replies

If you use manual conversion of e-mail into tickets you must also add replies to the ticket manually.
There is however a way to get Folder HelpDesk to automatically add the replies from a caller to a
ticket with the same ID: (You must still have one or both alternatives for E-mail history enabled
under the Other Settings tab.)

1. Create an Outlook folder for ticket replies
2. Add this folder under the ‘E-Mail Folders’ tab in the Folder HelpDesk settings

3. Create an Outlook Rule to copy all incoming e-mails with “{" in the subject to the newly
created subfolder under the Folder HelpDesk Outlook folder. These copies will now be
added to the ticket that has the same ID as in the e-mail subject.
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4.3 WEB FORM, MANUAL FETCHING

The tickets from the web form can be fetched manually, F2 New ticket 78 Search

by pressing the second last button in the right side panel % Configure

of the Folder HelpDesk homepage. Then it will be handled o
gl Statistics  Adwvanced ~

as a ticket converted from an e-mail.
Folder| Q Search closed tickets

For information about automatic fetching, Refer to Web Delete ticket

form path and Enable Automatic Tracking. Copy ticket

Print multiple tickets
Mass e-mail

Retrieve online tickets

A B FF X

Maintenance

5  WORKING WITH TICKETS

Tickets can be converted into Outlook

5.1 TASK CONVERSION
@l B L-JE @ E % x Tasks. Just click t_he Task button in the
ticket Toolbar Strip, and a Task will be

created. Click Save and Close, and the Task will be saved among your other personal Outlook Tasks.
This procedure does not change the ticket in any way.

5.2 SEARCH TICKETS

Folder HelpDesk has two Search functions.

5.2.1 Search open tickets

. ) . fag New ticket | Search

Search among open tickets in the Outlook folder with the Search _ ! .

button. w Configure |Responsible -
il Statistics  Advanced ~

Folder HelpDesk

Write the search term or number in the search field and click on
Search. All text is searched.

Click on one of the hits to open the ticket.
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Printer Printer installation Sapna Shah
Printer Printer installation Sapna Shah

Buchanan,
Steven

Printer Problem Web browser Chris Gray Callahan, Laura In progress
Printer Problem Printer installation Chris Gray Dodsworth, Anne In progress
Printer Problem Chris Gray

Printer Problem Printer installation Wilson, Fran Kula, Kalle Suspended
Printer problem

Printer problem Printer installation Ben Spain kalmstrim, Peter In progress

Printer Problem Printer installation Chris Gray Suspended

Printer problem Printer installation Roel, Diego kalmstrém, Peter In progress

My computer

Printer installation Sommer, Martin Leverling, Janet Suspended
crashed

Simpson,

So that'll get me ¢ Printer installation = kula, Kalle Suspended
Patricio

-

I once received a fa Printer installation Saveley, Mary  Kula, Kalle Suspended

My computer

Printer installation Sommer, Martin Leverling, Janet Suspended
crashed

Scanner Tannamuri,
installation Yoshi

-

A man attempting to Leverling, Janet Suspended

All right...now dou  Printer installation Snyder, Howard Leverling, Janet Suspended

2 woman called the PowerPoint Rovelli, Giovanni King, Robert Suspended

=)
b
=)
)
=/
b
e
b
b
b
b
b
=
=

.

I once received a fa Printer installation Schmitt, Carine Kula, Kalle Suspended

5.2.2 Search and reopen closed tickets

Closed tickets are only removed from Outlook, not . , =

from the database. Therefore you can search and ' Mew ticket 1dl Search

reopen the closed tickets. Search among the closed %% Configure

tickets in the database with the Search closed il Statistics  Advanced

tickets button. This button opens a search form. Folder | & Search closed tickets
) ) ) Delete ticket

You can search by Incident Type, Responsible, Ticket Copy ticket

ID and Free text.
Print multiple tickets

IMazs e-mail

By default the ticket body text is not included in the
search of closed tickets. Check the Include body box if
you want to include it.

» 0w X

Maintenance

By default the hits are shown in groups of 50, but you
can change that figure to anything between 1 and
999.
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.| Folder HelpDesk

(2) for Outlook®

Subject
Do | need a compute
I received the soft

Piestrzeniewicz, Zbyszek
Ffalzheim, Henrette

Incident Type

MNew password

7132014 6:07.03 PM

MNow what do | do? Petersen, Jytte

7132014 6:07:01 PFM

Ok, in the bottom | Piestrzeniewicz, Zbyszek

7/13/2014 6:06:56 PM

I'm having trouble Pfalzheim, Henriette

<

71132014 6:06:43 PM

Folder HelpDesk Ticket 797

Do | need a compute

Responsible:Dodsworth, Anne
Incident Type:New password

Caller:

MName: Piestrzeniewicz, Zbyszek
E-mail: piestrzeniewicz zhyszek @kalmstrom nu
Phone: (26) 642-7012

If you click the Advanced button you
are shown a dialog with much more
search alternatives.

To reopen a closed ticket, click on the

Reopen button bottom right in the
Search dialog.

Then this ticket will be shown in the
Outlook list again.

Folder HelpDesk V13 Manual

Find this string everywhere

Ticket

Subject

Description

Caller Name

Caller Email

Incident Cateqony

Incident Type

Responsible Name
Responsible E-mail
|| Find open tickets
[] Find ticket by Created Date
From
Find closed tickets
] Find ticket by Closed Date

From

23
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5.3 VIEwS

The Microsoft Outlook View alternatives can be used also in Folder
HelpDesk, but the application in itself also offers the possibility of
seeing the open tickets categorized in five different ways: Caller i Configure |Problem Type [=
category, Importance, Incident type, Responsible and gl Statistics | Caller Category
Status. You may also create more views, Refer to Customize or
create new views.

Mew ticket a Search

e

Folder | Importance
Problemn Type
Responsible
Status

5.3.1 Reading pane

To apply a preview window to the ticket list, open the View tab and select the Reading Pane. In the
image below the right side option is selected.

b E e - Folder HelpDesk - Public Folders - chrisg@contasa.com - Outlaok T EH - O X
HOME  SEND/RECEVE ~ FOLDER | VIEW_| ADD-INS
= = Iyl N
G Ff © vwscrmin F] Bow  Bmm B -~ — 5 e
" > > - | =] Add Columns
Chenge View Reset | (™ Copyersation Settings - Message | Categaries I Flag: start Date I” Fiag: Due Date = Folder Reading To-Do | People  Reminders Openin New Close
View = Settings View Preview = #= Bxpand/Collapse™  pane~ Pane~ Bar~ Paner  Window  Window Al lkems
Current View Messages Arrangement Layout Feople Pane Window ~
<
[ search Falder HelpDesk (ctri<E) P | Current Falder_~| .
4 chrisg@contoso.com Chl’\S Gfay
Lo Al Unread By Custom... > What does the scree
5 Drafts 4 [none) Conversation  What does the scree
b I3 Sent lterns * Posted O Fri7/18/2014 12:35 PM
3126 P FostedTo  Folder HelpDesk
=] Deleted ltems 1
g Incident Solution <end> @ This message was sent with Low importance.
[ calendar
[25] Contacts. 4 R
> [ Journal Frinter installation 12:38 PM Incident
© Incident Can'table to start my printer. Solution <end>
i Junk E-Mail - Tach Support: "What does the screen say now?" Customer: "It says, "Hit
Notes 1] ENTER when ready’.” Tech Support: "Well?" Customer: "How do I know
Outh Printer installation 12:27 PM when it's ready?”
uthox Incident Facing problem in starting printer, Solution <end=
£ RSS Feeds .
4 Administration Solution
b [ Sales
b ] Sync lssues Buchanan, Steven (254
%) Tasks Delete user 7/30/2013
Incident
b [0 Search Folders
Buchanan, Steven 1
4 public Folders - chrisg@conto... Delete user &nsm3
Incident
4[4 All Public Folders 7 1
b (74 AnkitaTesting Buchanan, Steven v ) Chis Gray Printer Froblem N
Delete user 8102013 | [7]
b 3 DevelanerTestFalder T
Mail Calendar People Tasks

ITEMS: 60 UNREAD: 20 ALL FOLDERS ARE UPTO DATE.  ONLINE | |

5.3.2 Responsible view used when staff is absent

The Responsible view is especially useful when you have to change the responsible person for
tickets due to illness or other absence of personnel.

In such cases it is easy to use the Responsible view to see which unfinished tickets the absent
person has and then reassign them to another member of the staff. You may of course open each
ticket and change Responsible, but with the Responsible view the task can be done in an easier way:
select the tickets of the absent person and drag and drop them to a new responsible person.
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(434 Folder HelpDesk
\©)

R
HOME

e L X

New  New Delete
Email ltems~ %57
Mew Delete
4 Favorites
Unread Mail

4 sales@kalmstrom.com

Outbox
Drafts
Junk E-Mail 1
I Deleted Iterns 500
I Inbox 4
Payment
I Sent [terns
RS5 Feeds
[ Search Folders

4 Outlook Data File
4 Inbox
Calendar Browser
FolderHelpDesk 140
Drafts [2]
Sent ltems
Deleted ltems 20
Junk E-mail
OQutbox

SEMD / RECEIVE

FolderHelpDesk - Outlook Data File - Outlook T EH - O X
FOLDER VIEW ADD-INS
Reply E MNew ticket a Search affiliate ¥ Move - 21 Unread/ Read | Search People
Reply All #* Configure |Responsible vz Rules~ 1 Categorize - [ Address Book
Eg - . ; = '
£3 Forward o 0l Statistics  Advanced - EJ Team Email 7| MiOneMote  [|™ Follow Up~ Y Filter Email -
Respond Folder HelpDesk Quick Steps ] Move Tags Find M
<
All Unread Search FolderHelpDesk (Ctri=E]  JO | Current Folder ~
G| | suBlecT NAME PHOMNE INCIDEMT TYPE CREATED  |CATEG..|¥ -
4 Responsible: Buchanan, Steven: 4 item(s), 1 unread
£ | don't need any of Maller, Rita 0711020361 Delete user Wed 7/24/...
Incident
ot I have a long dista Ottlieb, Sven  0241-039123 Delete user Thu 8/15/...
Incident
i1 | have Microsoft Ex Miller, Rita 0711-020361 Delete user Fri 7/19/2...
Incident
b & What does the scree Nixon, Liz (503} 555-3612 Delete user Tue 8/6/20...
Incident
4 Responsible: Callahan, Laura: 9 item(s), 7 unread
-1 | don't have a spac Ottlieb, Sven  0241-039123 Delete user Mon 8/19...
Incident
1 | have a long dista Ottlieb, Sven  0241-039123 Delete user Sat 817/2..
Incident
iz | received the soft Parente, Paula (14) 555-8122 Excel ‘Wed 10/3...
Incident
iz Just call us back i Pavarotti, Jose (208) 555-8097 Excel Sun 9/8/2...
Incident
ez Ok, now click your Pavarotti, Jose (208) 555-8097 Excel 5un 9/15/...
Incident
7] You've got to fix m Parente, Paula (14) 555-8122 Excel Thu 8/29/... -

Mail Calendar People Tasks -

With many open tickets you might not be able to use this method since you cannot see all tickets. In
that case, refer to Sort tickets within a view here below.

5.3.3 Sort tickets within a view

Within each Folder HelpDesk view, tickets can be sorted, for example after importance. This is
useful when you have to change responsible person for tickets due to iliness or other absence of

personnel.

To do this, first choose the Responsible view to see which open tickets the absent person has.
Sort the tickets by clicking the Importance part of the Arrange by field.

0|8 |suBlECT | NAME | PHONE | INCIDENT TYPE | CREATED | CATEGORIES| ¥
4 Responsible: Davolio, Nancy: 8 item(s), 3 unread

Ted Web Browser Chris Gray Web browser Thu 7/24/2014 &:...
Qariginal message |b'

z1 Mow what do | do? Petersen, Jytte 31123456 MNew password Thu 10/24/2013 ...
Incident |b'

A | need you to right Petersen, Jytte 31123456 MNew password Wed 10/23/2013..,
Incident Ib‘

b 1 Do you have 332 inc Perrier, Dominigue (1) 47.55.60.10 Excel Mon 10/14/2013..,
Original message Ib

G o I need you to right Perrier, Dominique (1) 47.55.60.10 Mew password Wed 10/23/2013...
Incident Ib

=g Excuse me can | use Pedro, José (95) 555 82 82 Excel Tue 10/1/2013 1...
Incident Ib
' A Ok, now click your Pedro, José (95) 555 82 82 Excel Sat 9/28/2013 1u., -

Incident I
b A Ok, now click your Pedro, José (95) 555 82 82 Excel Wed 9/25/2013 ...

Incident

When this is done it is easy to see which of the cases are the most important. Select the tickets you
want to move and drag and drop them to the new responsible person.
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By clicking the appropriate field in the Arrange by field you may also sort tickets by Date, Subject or
whatever you wish within the selected Folder HelpDesk view.

5.3.4 Customize or create new views

To customize the existing views or create new ones:

@ for Outlook 2010 and 2013, select Views >Change view >Manage Views

s S - F
FILE HOME SEND / RECEIVE FOLDER VIEW
(9 ;5? Show as Conversations
Change View Reset Conversation Settings Message A
View = Settings View - Preview -
Caller Cate... |mportance Incident T... | Responsible ad
[i—— JECT
== = =
= = Ii{ ible: Buchar
Status Compact Single Preview n't need an
Manage Views... l} pent
Save Current View As a Mew View.., ve a long di
dent

e for Outlook 2007 select Views >Current view >Define Views.

[~ PF HelpDesk - Microsoft Outlook

Eile Edit | View | Go Tools Actions Help
(@ Back (52 Arrange By b iblic Folders\All Public Folders\PFHDYP
: 4 | @ Bac Current View ¥ | v Caller category
5l AutoPreview Importance
Folder Li Expand/Collapse Groups » Problem type
All Folders
Mavigation Pane 3 Responsible
2] All Outioo
To-Do Bar 2 Status
H LG Sed .
= £ Public Reading Pane r Customize Current View...
- % ;IEI'” Reminders Window Define Views...
&g Toolbars b Format Celumns...

Make a copy of one of the existing views and modify it after your needs.
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Manage All Views
Views for folder "FolderHelpDesk™
View Mame Can Be Used On View Type | m Mew...
<Current view settings > This folder Table
Caller Category This folder Table Cnp:qr...l/}
Importance This folder Table :
Incident Type Thiz folder Table Modify...
This folder Table
Responsible - Rename...
Status This folder Table
Compact All Mail and Post folders Table Deleta
Single All Mail and Post folders Table
Preview All Mail and Post folders Table W
Description
Fields: Importance, con, Attachment, Subject, Caller name, Caller phu
Group By: Responsible [ascending]
Sort: Subject (ascending)
Filter: Off
|:| Only show views created for this folder
Apply View Close

5.4 DELETE TICKETS

A ticket can be deleted in two ways:

& What does the scree ¥

Viow 3
@ To delete a ticket only from Incident Move

Outlook but not from the database, p— MG OneNote
right click it and choose Delete. You Incident g ®  lunk ,
may also click on the X button in the s SUnx
Outlook toolbar. V©f  Idon'tneed any of < Delete
Incident
Since these tickets are still kept in
the database, they may be seen in
the Excel reports. There you'can HOME | SEND / RECENE
choose to see data from all tickets, r="
" Ignore
o_r from only closed or only open & S X
tickets. Mew  Mew . Delete
False = not closed (= Open). Post ltems- &g lunk~
True = Closed. New Delete

Also refer to Excel Reports
@ To delete a ticket from the database too, use the Folder HelpDesk buttons: the Delete

ticket button under Advanced in the Folder HelpDesk ribbon group or the X to the right in the
ticket list.
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(22 New ticket a Search

0 Configure |Responsible -
pl Statistics  Advanced ~
Folder | Q,  Search closed tickets
M Delete ticket
Egy Copy ticket

i

g

Print multiple tickets

2

Mass e-mail

¥ IP

{£8 Retrieve online tickets

| Folder HelpDesk

for Qutlook®

% Maintenance
1 Do you have 3 ¥ inc Pereira, Man... (2) 283-2951 Excel Mon 10/7...
Incident S
' # Do you have 3 ¥2 inc Pereira, Man... (2) 283-2951 Excel Wed 10/2...
Incident
' # Excuse me can | use Pereira, Man... [2) 283-2951 Excel Sat 9/28/2...
Incident

@ From inside the ticket you can delete it from Outlook and from the database with the X button in

the Toolbar strip.

vy B o d e X

Note that tickets that are deleted from the database cannot be seen in the Excel reports.

If you want to remove tickets directly from the database (tbITickets), closed tickets have
binClosed = “-1" in an Access database and “1” in an SQL database. Use one of these

queries:

Access:

Delete from tbITickets where strTicketID="[TicketID]"
Delete from tbITicketMsgs where intTicketID= [TicketID]
Delete from tbIWork where intTicketID= [TicketID]

SQL:

Delete from tbITickets where strTicketID="[TicketID]’
Delete from tbITicketMsgs where intTicketID= [TicketID]
Delete from tblWork where intTicketID= [TicketID]

Replace [TicketID] with the ID of the ticket you want to delete.

5.5 PRINT TICKETS

Tickets can be printed one or several at a time. If you have selected to save e-mail history in the

ticket body, the ticket will be printed with all its history. Refer to E-mail history.
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e For printing a single ticket, right click
it and select Quick Print. The ticket
will then be printed.

You may also press the Print button in
the open ticket.
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- leveraging your Microsoft®

4 &

| Folder HelpDesk

for Qutlook®

A What does the seree

Incident
By Co
#* | have a long dista B sopy
Incident @ Cuick Print

e For printing several tickets, click the
Print Multiple Tickets button. You are
then shown a dialog where you can
search and select the tickets you
want to print.

The tickets are sent to the default
printer. In a future version of Folder
HelpDesk we will give a possibility to
select printer.

If you click the Advanced button in the
Print multiple tickets dialog, more filter
options will be displayed.

Find ticket
Incident Type

2| Mew ticket il Search

= Configure

I I Statistics  Advanced -
Folder | @  Search closed tickets

Delete ticket ;

Copy ticket

o X

g

Print multiple tickets

B

Maintenance

Find this string evenywhere

Ticket
Subject

Description

Caller Name
Caller E-mail
Incident Category
Incident Type

Responsible Name

Ticket preview page

Responsible E-mail

[] Find open tickets

[] Find ticket by Created Date

- 7/25/2014 To

[] Find closed tickets

[T] Find ticket by Closed Date

=m 7/25/2014 To
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In the Print multiple tickets dialog you may also export tickets to a text, HTML, Word or PDF file.

Export to file
(@) Text ) HTML ) DoC ) PDF

Export to file

6  INSTALL FOLDER HELPDESK

Folder HelpDesk is a client-server application, designed to be easy to install and distribute, and a
central installation and configuration takes care of almost everything. The Client Tool is installed on
the client by the file FHDClientSetup.msi and runs as an Outlook add-in. The remaining functionality
is supplied by executable files that do not have to be installed, but rather are run directly from the
server when they are needed.

Our installer does the following:
1. Extracts the files to a network path
2. Configures a new Outlook folder. Adds views and forms to that folder.
3. Installs the Client Tool to the local machine by running the file FHDClientSetup.msi
4. Allows the user to create or select a database where tickets and settings will be stored.

6.1 PERMISSIONS FOR INSTALLATION

Installation in a public folder must be done by a person who has Write permission over the
shared network folder where Folder HelpDesk should be installed and Owner permission over the
Folder HelpDesk folder in Outlook. That person only installs the Folder HelpDesk workgroup files
in the shared network folder. To work with tickets the clients will need to install the Folder HelpDesk
Client Tool. It is recommended that the user installing the client tool has local administrative
rights.

For installation in a shared mailbox, Folder HelpDesk should be installed in the administrator
account on the server and by the Owner of the Outlook mailbox.

6.2 MULTIPLE INSTALLATIONS

It is possible to install Folder HelpDesk in multiple public folders or mailboxes within an organization.
You may have any number of Exchange servers, root file folders and databases, but you may not
use one Folder HelpDesk shared file network folder for multiple Folder HelpDesk Outlook folders.
Each Folder HelpDesk Outlook folder should have its own network file folder.

Note:
@ When you have multiple Folder HelpDesk installations you cannot open two Folder
HelpDesk Outlook folders in different windows at the same time. You have to first open one

of them and then close it before you open the next folder.

@ When you convert an e-mail manually, it will go to the folder (among the two Folder
HelpDesk Outlook folders) which was last selected.

@ The shortcut to Folder HelpDesk will work in the same way as the manual conversion, so it
will take you to the installation you used last time.
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The Administrator installs Folder HelpDesk by going through the following steps:

6.3.1 Create a Folder HelpDesk directory

Folder HelpDesk

for Qutlook®

Create a Folder HelpDesk directory in any shared file folder on your server and install the file you
have downloaded (FolderHelpDeskSetup.exe) into it. You can use either a UNC-path, such as
\\servername\sharename, or a mapped drive, such as Y:.

The server folder may also be created during the installation, Refer to Folder path.

In the .exe file all the installation files are wrapped, and when you run the installation it first unzips
those files and then configures Outlook.

After the installation is finished, the Folder HelpDesk directory (the root file folder) will have
content similar to that in the picture to the right, where the administrator has made the choices
English version and Access database.

The .mbd file will only be there if you at the end of the installation choose to create an Access
database. If you choose an SQL or SQL Azure Server there will be a Folder HelpDesk connection .txt

file instead.

For a description of the Folder HelpDesk files, refer to Architecture.

) FHDOnline
| images
o FHOCleanSubfolders.exe
&) FHOCleanSubfolders.pdb
o FHDClean5ubFolders6d.exe
&) FHOCleanSubFolders6d. pdb
|| FHDClean5ubFoldersLoader.dll
&1 FHOCleanSubFoldersLoader.pdb
B FHOClientToolSetup.msi
|%| FHDCormmonCodes.dll
&) FHDCommonCodes.pdb
|_|FHDDE.5ql
(¥ FHDExampleData.exe
&) FHDExampleData.pdb
03 FHDExampleDatabd. exe
& FHDExampleDatabd.pdb
|%| FHDExampleDataloader.dll
& FHDExampleDataloader.pdb

6.3.2 Installation process

I FolderHelpDeskSetup.exe

03 FHDExcelReport.exe

& FHDExcelReport.pdb

¥ FHDSettings.exe

& FHDSettings.pdb

05 FHDSynch.exe

|_| FHDSynch.exe.manifest
& FHDSynch.pdb

03 FHDSynchbd. exe

|| FHDSynchB4 exe.manifest
& FHDSynch&d.pdb

|z FHDSynchLoader.dll

&8 FHDSynchLoader.pdb

Iy FHDTicketForm.htm

[ FolderHelpDesk.mdb
@g]FolderHeIpDeskF{epnrts.xls
| | FolderHelpDeskSettings
|| FolderHelpDeskSettings.bd
|Z| HtmlEditor.dll

%/ Interop. SHOocWw.dll

%] kalmstrom.dll

.r'-._'| kalmstrom.pdb

5| KBaseCornmonCodes.dll
] KBaseCommonCodes.pd

5| Microsoft.|dentityModel.

ReadMe.txt
5| Safekalmstrom.dll
5| SafekalmstromBd.dll
secman.dll

5| secmantd.dll

SecurityManager.EDDS.dll
5| 5

&8 [& @ @@l @@ e W&

5| WYSIWYGEditor.dll

b
dil

5| Microzoft.SharePoint.Client.dll
5| Microzoft.SharePoint.Client.Runtime.dll

ysterm. Web.Extensions.dll

The installation is done from a client machine, not directly on the
server, so from a client go into the folder where you put the
downloaded file, FolderHelpDeskSetup.exe, and run it to start the installation.

Close Outlook before you install Folder HelpDesk.
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Welcome to the Folder HelpDesk Setup

| Folder HelpDesk

for Qutlook®

Requirements:

Microsoft Office (2007 or above)
Microsoft Windows (Vista or above) kﬂfﬂlStrOm-CO m

MET Framework (4.0 or above) Business Solutions
e kalmsirom com

License agreement
Before you can start the installation you have to accept the end user license agreement.

License Agreement
Bl .| Folder HelpDesk
for Outlook®

The installation of this software is conditional to the
user accepting this agreement and thereby agreesing
b ahide by its terms.

The products from kalmstrom.com Buginess Solutions
have been thoroughly tested and are created in such kBlﬂlStrOm-CDm
a way that they interfere as litle as possible withthe v Business Solutions

www _kalmstirom com | Previous | | Agree

Installation type

The installer lets you choose between a new installation and an upgrade of an earlier Folder
HelpDesk installation or repair of the current version. Below the new installation is described. For
upgrade and repair, refer to Upgrade or Repair Folder Helpdesk.

Select an installation type

Folder HelpDesk

(®) MNew Folder HelpDesk ) for Qutlook®
") Repair/Upgrade existing Folder Help Desk installation

kalmstrom.

Business Solutions

| Previous | | Mead

Folder path
When asked for a folder path, browse to or write in the path of, the server folder where you want
to install the Folder HelpDesk files. The installer will suggest the folder where you have placed the
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Folder HelpDesk setup file. If you write the name of a non-existent folder the installer will create this
folder automatically.

Select a folder where all the required files
will be placed .| Folder HelpDesk

We recommend selecting/creating a networs shared folder ) for Outlook®
such that all users can have access to the files. All users need

to have read and write pemission on this networl: folder. kalmstromil:ﬂ' m

Choose a folder for the installation to continue. Business Solutions

Select language

The next step is to select language. A number of files, for example the report files, are customized
for the different Folder HelpDesk languages, and each language has specific files. The language
selection also determines what language the Outlook form and the Outlook views will have. The
language of the operating system is the default choice.

Select a language to be used for the views F I d
and the form g olaer HEIPDESk
for Outlook®

Awvailable languages
English

kalmstrom. .

Business Solutions

et e e

When you have selected language the installation can begin.
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Setup has enough information to begin
installation. Click the "Next' button to
continue.

Click Next to start the installation.

| Folder HelpDesk

for Outlook®

for Qutlook®

kalmstrom.

Business Solutions

| Previous | |

Mext

Now the Folder HelpDesk Client Tool is also installed on this machine, refer to The Folder
HelpDesk Client Tool.

Next step after the Client installation is the Outlook configuration. Select or create a Folder
HelpDesk folder of the type Mail and Post Items in Outlook.

e
Ll

[

[>
[
F

[ Junk E-Mail

Matas

= Cutbox
R55 Feeds

Sales
Tasks

Public Folders - chrisg@contoso.com
= All Public Folders

4 AnkitaTesting
4 DeveloperTestFolder
+ Meha Testing
4 3apna
[ = Folder HelpDesk |
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Now the central installation is complete.

Installation Overl
.57 Folder HelpDesk
Folder HelpDesk has been successfully installed. \ for Dutlook®

kalmstrom..

Business Solutions

Click Finish. Then Open Outlook and open the new Folder HelpDesk folder to choose database and
maybe create Example data. Refer to Select database and Example data.

6.3.3 The Folder HelpDesk Client Tool

During the central installation on the server the Folder HelpDesk Client Tool is installed on the
machine that is used for the central installation.

Other users of Folder HelpDesk must install the Folder HelpDesk Client Tool manually the first time,
by going into the Folder HelpDesk server folder and running the file FHDClientSetup.msi. This has to
be done on each machine used for working with the tickets.

The .msi file may also be used for a central installation of the client tool via Active Directory.

(At upgrades each user will be prompted to upgrade the Client Tool when entering the Folder
HelpDesk folder the first time after the central installation has been upgraded. When the user has

answered Yes the upgrade of the Client Tool is automatic.)

The Client Tool installation is made with an InstallShield Wizard.
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Welcome to the Folder HelpDesk Client
Tool Setup Wizard

The Setup Wizard will install Folder HelpDesk Client Tool on
your computer, Click Mext to continue or Cancel to exit the
Setup Wizard.

kalmstrom.com Business Solutions

Mext | | Cancel

By default the Client Tool is installed in a kalmstrom.com folder under Program Files.

Destination Folder
=

Click Mext to install to the default folder or dick Change to choose another. ‘@3

kalmstrom. o/ Business Solutions

Install Folder HelpDesk Client Tool to:

IC:‘lFrugram Files (x586)\kalmstrom.comFolder HelpDesk Client Toal',
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Now you just have to click “Install” and then “Next”.

vy
Ready to install Folder HelpDesk Client Tool E@
kalmstrom. o Business Solutions

Click Install to beqin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Completed the Folder HelpDesk Client
Tool Setup Wizard

Click the Finish button to exit the Setup Wizard.

kalmstrom.com Business Solutions

Cancel
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6.3.4 The Folder HelpDesk buttons

When Outlook is started again after the Client Tool installation, it has new Folder HelpDesk buttons
in the ribbon. (If you use Outlook 2007 you will instead see a vertical toolbar to the right on the
screen.)

6.3.4.1 When the Folder HelpDesk folder is not selected

When another Outlook folder than the - r
Folder HelpDesk folder is selected - for
example the Inbox - these buttons are Convert Shortcut

shown in the ribbon.
Folder HelpDesk

@ Use the Convert e-mail button when you want to convert an e-mail, an appointment
or a task to a ticket manually. Select the item you wish to convert and press this
button.

@ Use the Shortcut to Folder HelpDesk to open the application. You may also open it
by selecting the Folder HelpDesk folder in Outlook.

NOTE: The shortcut button will not work if a user tries it before doing anything else with
Folder HelpDesk, as no Folder HelpDesk Outlook folder has been mapped on that PC.
Therefore, when a new user has installed the Folder HelpDesk client tool and clicks on
the Shortcut or Convert button, there will be a dialog prompting to pick Folder
HelpDesk Outlook folder and then go to that folder. If the user opens the Folder
HelpDesk Outlook folder first, no message is needed as the folder will be mapped the
first time it is opened.

When you have started converting e-mails and then select an e-

mail that is already converted, a third button will be shown: W _ ‘-
3 1 &

Open ticket. o
Convert Open Shortcut

@ Use the Open ticket button if an e-mail has been ticket

converted into a ticket and you want to open the Folder HelpDesk
corresponding ticket. Select the e-mail and press this button. This button will only be
shown when a converted e-mail is selected.

The Open ticket button also works with the e-mail notifications sent to admin specified
users when a new ticket has been created (refer to E-mail notification when ticket is
created) and with e-mails sent to the person responsible for the ticket (refer to Manual
e-mail to the responsible and Automatic e-mail to Responsible on reply received).
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6.3.4.2 When the Folder HelpDesk folder is selected

When you open the
Y P ENewticket aSEarch

Folder HelpDesk folder

the Folder HelpDesk Canfigure |Status -
group is shown in the B 0 Statistics  Advanced =
ribbon.

Folder| @, Search closed tickets
Delete ticket
Copy ticket
Print multiple tickets

Mass e-mail

B FF X

Maintenance

This ribbon group shows that Folder HelpDesk is actually running, but you can of course also check
this in the Task Manager (Press Ctrl + Alt + Del or right click the Task bar and look for the
FHDSynch.exe process).

| If
you don’t see this toolbar, it probably means that the process is not running. Refresh the =
page or click out of and then into the Folder HelpDesk folder to trigger the file
FHDSynch.exe to start running.
In Outlook 2007 there is instead a right hand panel. The buttons in the toolbar for i
Outlook 2007 are, from top to bottom: (o=
@ New ticket - Create a new ticket, Refer to Telephone call. %
@ Settings -The Folder HelpDesk administrator settings, Refer to Settings.
@ Statistics - This button opens the integrated statistics tool, OLAP Reporting 2
Tool. Refer to Error! Reference source not found.. .
@ Search open tickets - Use this button to search among the open tickets, Refer to
Search and reopen closed tickets. %
@ Delete - This button deletes a ticket from both Outlook and the database. =
Refer to Delete tickets. £
@ Create duplicate copy of ticket — Use this button to copy a ticket. -
@ Print multiple tickets - Use this button for printing several tickets. You are %
then shown a dialog where you can search and select the tickets you want to
print. Also Refer to Print tickets. %
@ Mass E-mailing - This button opens up a dialog where you can select callers :ﬁ
within a category. By default all the callers in a category are selected, but you g
may of course uncheck some of them. When you click OK a blank e-mail is E
opened up, with all the selected e-mail addresses in the BCC field. E
@ Search closed tickets - Use this button to search among the closed tickets, i

Refer to Search and reopen closed tickets K
@ Maintenance of Folder HelpDesk. This button opens a dialog with two buttons for fixing
ticket issues with one single click:
o for closing tickets in the database which are set to ‘open’, but don't have a
corresponding Outlook ticket.
o for fixing tickets which are shown in read-only mode when opened, even though
they are not already opened by another user.

You can also select view in the Outlook 2007 toolbar.

If the web form is used, a button for manually fetching tickets from web form will be shown
too, refer to Web form, manual fetching.
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6.3.5 Select database

When you open the Folder HelpDesk folder in Outlook for the first time after the central installation
is finished - still on the machine you performed the installation from - you will be asked to choose
what kind of database should be used for Folder HelpDesk. This only has to be done by the person
who performs the installation. The other users will automatically be connected to the same
database.

With Folder HelpDesk a team can organize and share incident tickets. The tickets are shown in Outlook for all users and can be
managed there.

Please select how you want to share tickets and settings. Folder Help Desk supports all versions of Access and SGL Server. When you
select the Access atemative Folder HelpDesk will create the database for you in the Folder Help Desk server folder. F you prefer the
SQL Server option you need to have your own SGL Server, inhouse or hosted.

Micrasoft ®

() A Microsoft Access database Access

Microsatt®
(®) A Microsoft SAL Server database L Server

[] An existing SQL Server database
Server

Databaze
Integrated Security

User name Passward

The data will be stored in an SQOL Server database. You may either corfigure an existing SGL Server database or let Folder HelpDesk
create a new one.

Permissions: To create a new database you must be the owner of the SQL Server. F no new database is created, write pemission
overthe database used with Folder HelpDesk is enough.

[ | Create Example Data

7| Folder HelpDesk
(@) for Qutlook®

If you prefer creating a new Microsoft Access database or a new database on a Microsoft SQL
Server, the installation program creates it in a couple of seconds. To create an MS Access database
you do NOT need to have MS Access installed. To use the MS SQL option you need to have an MS
SQL Server.

You can also use an existing SQL database that you created in advance from the file FHDDB.sql or
FHDDB.sql.

The Access database will be stored in the server folder where you put the Folder HelpDesk
files. If you choose to use a database on an SQL Server there will be a Folder HelpDesk
connection .txt file in the server folder instead.

NOTE that the Access database is not a good option if the database goes big. For example, Access

2007 and 2010 supports only 2 GB and starts creating trouble before that. In that case we
recommend an SQL Server database for better performance.
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6.3.6 Example data

In the Select database dialog you are also given a possibility to load Example Data. If the software
is new to you, it might be a good idea to load the example data. It gives you an opportunity to see
how Folder HelpDesk works when you have much data in it, what performance you can expect and
so on.

) AMicrosoft SOL Serverdatabase  SG1 Server
- — I Create Example Data
.~ Folder HelpDesk
5 & poesk | 0K || Canee

You may of course also choose to not load the example data. In that case you instead insert your
own information from the beginning. If you would change your mind later you can always load
Example data by clicking the file FHDExampleData.exe in the root file folder on the server.

When you load example data you may choose how many tickets should be open and how many
should be closed. The tickets are first stored in both Outlook and the database. When a ticket is
closed it is only stored in the database.

Decide the number of tickets you wish to be open and therefore stored in Outlook and in the
database and how many should be regarded as closed and stored only in the database. If you wish,
you may also change the Start Date.

Closed tickets in the database 0 Start date TR

Open tickets in Outlook

Creating Open Ticket 21

www kalmstrom com

Folder HelpDesk randomizes the desired number of
tickets from the starting date. Click OK, and those
tickets will be created.

Examples created without problems!

When the Example data are installed you can see Vou should restart MS Outlock now.

the tickets in Outlook, and you can also check them
by going into the database and by clicking the
Statistics button (for more information about the
statistics tool, refer to Excel Reports).

6.3.6.1 Remove Example Data

The easiest way to remove the Example Data is to first remove all open tickets in Outlook and
then remove the whole database. You will be asked to select a new one next time you start
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Folder HelpDesk. This must be done by the administrator.

For Access, delete the file PFHelpDesk.mdb in the Folder HelpDesk network share. Then open the
Folder HelpDesk folder in Outlook and you will be asked to choose a new database.

For SQL Server, remove the DBConnection.txt file from the Folder HelpDesk network share. Then
open the Folder HelpDesk folder in Outlook and you will be asked to choose a new database. Choose
SQL server again and use the same name as before. That will replace the old existing Folder
HelpDesk database with the new one.

When you have added your own settings to the example data and want to keep your own settings
but remove the example tickets, delete all tickets from Outlook and then delete all entries of the
table tbITickets in the database.

If you already have created your own tickets that you want to keep, you have to remove the
Example Data manually from Outlook and the database.

6.3.7 Permissions for users, public folder installation

You need to set the permissions of Folder HelpDesk in two places, in Outlook and in the root file
folder. If you are using an SQL database you also need to set the appropriate permissions there.

In Outlook we recommend
Publishing Editor
permission for the
helpdesk staff and None to

| General | Home Page | Permissions

all others (except the o A
Mame Permission Level
owner, of course).
Default Owner
You may also set the Publishing Editor
permission to Publishing Tai Lee Owner
Author, if you wish that Contoso Administrator Chwner v
each user should only be s S—
allowed to edit his/her own | Add... | | Remove | | Properties... |
tickets. Permissions
Permission Level: |F‘ub|i5hing Editor V|
Read Write
() Mone Create items
(®) Full Details Create subfolders
| Edit own
Edit all

In the root file folder scripting should be enabled, and the helpdesk staff must have permission to
create subfolders and XML documents as well as to upload files. If the web form feature is not used,
modifying rights is enough.

When you use an SQL Server, the staff needs to have dataReader and dataWriter permissions
over the Folder HelpDesk database.
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6.4 INSTALLING FOLDER HELPDESK IN A SHARED MAILBOX

The shared mailbox solution is
usually suitable for a small team
and is probably more resource
intensive. It comes handy when
you want to use a dedicated
support e-mail address to convert
incoming e-mails to tickets or
send/receive e-mails from Folder
HelpDesk (e.g. send on behalf of
all your helpdesk staffs).

The shared mailbox must be added
to each user’s Outlook. It may be
placed under the Inbox or directly
under the Outlook Data File.

In the kalmstrom.com Tips section,
under the Outlook entry, there are
articles on how to create a shared

Folders:

| Folder HelpDesk

for Qutlook®

4 5% Outlook Data File
4 Inbox
| Folder HelpDesk | (47)
[ Issue Tracking
7 Drafts [4]
[» |7 Sent [tems
i 15| Deleted Items
ﬁ Calendar
[25] Contacts
% Journal
[ Junk E-mail
Motes
[3] Outbox
[» Public Folders

e

OK

Cancel

MNew...

mailbox and on how to add it to Outlook.

(A public folder is already available as public within the organization, so it is more suitable for a

large user base.)

The installation itself is made as described above. Install Folder HelpDesk in the administrator

account on the server.

When you come to the installation step where you should select an Outlook folder, select the

shared mailbox folder that you want to use as the Folder HelpDesk folder.

6.4.1 Permissions for users, shared mailbox installation

If you install Folder HelpDesk in your mailbox in Outlook and want other people to access it, you
have to give them certain permissions over the Folder HelpDesk folder in your mailbox. We
recommend Publishing Editor permission for the helpdesk staff and None to all others (except the
owner, of course). You may also set the permission to Publishing Author, if you wish that each
user should only be allowed to edit his/her own tickets.

To set permissions on the administrator account on the server, go into Active directory
>Administrator account >Exchange advanced >Mailbox Rights >Add, and add the people who will
be working with the helpdesk - this is easy if you already have created a group for them. Give them
Full mailbox access and of course permission to Read and Change.
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.| Folder HelpDesk

for Qutlook®

[ | —

@ File  Ackion Yiew  Window F — - — -
o | tember OF || Dial-in || teszage Queuing Uzer Certifizate || E nwviranment |
* || dh X E | Sessions Remate control Terminal Services Profile COM+
@ Active Directory Users and Compute |
(£ saved Queries |_ —
= @ wrptkalmstrarnnu, local ]_ M ailbox Rights |
(27 Builtin
[ Computers 9 Group or user names:
Cromain Controllers |— @ Enterprize Adrming [whwiwiALMS TROMMUAE nterprize Ad A
D ForeignSecurityPrincipals ﬁ Everpore
o : I
':':iﬂ;f:s 1| | €2 Exchange Domin Servers MwWWKALMSTROMNUAE et —
7
ﬁ HDStaff [t KAl S TROMMUNS A HD)
a Users =z
m kd =il Mmmrmbmea P A AT RACTODORARINIY CDC kA =i Dlmmr =
E
i [ Add... ] [ Bemove ]
Permizsions far HDStaff Al Deny
t Delete mailbox storage 0O &
Read permizsions F
Change permizsions F
Take ownership | F
Full mailbox access 0 =
Agsociated external account | O “
For zpecial permizsions or for advanced settings,
B click Advanced. =
.3 2 | OK N [ Cancel ] [ Apply
I

7 SETTINGS

The Folder HelpDesk Settings are reached through the
Configure button or through the file FHDSettings.exe in
the root file folder.

In the Settings dialog, the administrator adapts Folder
HelpDesk to the organization’s needs. All Settings data
is saved in the database you have created for use with
Folder HelpDesk.

faz

Mew ticket a Search
i+ Configure |Status
gl Statistics

Folder HelpDesk

Advanced =

Ilh+

|
&

The Settings have default tabs and others which are reached by checking the Advanced box. The
tabs described in 7.10-7.12 below are reached by checking the box Advanced, bottom to the left.

All the Settings lists are ordinary Excel lists, so you can work with them just as you would in Excel.
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7.1 INCIDENT

The Incident tab systematizes the different kinds of incidents that are tracked in the helpdesk
system. The incidents are sorted in Incident Types, which are selected in the tickets by the
support staff.

You may also group the Incident types into Incident Categories, which are useful in the statistics
Excel reports. To make work easier for the helpdesk staff, the Categories are not shown in the ticket
form.

Incidert | Responsible | Caller Category I Caller | E-mail Folders | Templates | FAQ | Status|

Incident Type Incident Category Minutes
Users 20

Excel Software 10

Mew password Users 5

MNew user Users 25
PowerPaint Software 12
Prirter installation Hardware 10
Scanner installation Hardware 15
Web browser Software 20
Word Software 15

[] Advanced

whary kealmstrom.com

& Folder HelpDesk

for Outlook® Cancel

The values in the Minutes column indicate how many minutes it should take to solve each specific
problem, or how many minutes it usually takes.

When a ticket is closed without any minutes worked being filled out under the Work done tab, the
minutes defined here will be added to the ticket and shown in the statistics. This way standard
minutes may be used for tasks that are performed often.

7.2 RESPONSIBLE

Under the Responsible tab you can list the people working at the helpdesk, their e-mail
addresses and their hourly rates. The currency will be the one already specified for your system.

In the statistics the rate is divided with 60, so you may easily see the cost for a ticket as the
minutes for the tickets are multiplied with the divided rate.
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For each caller the admin can set one default Responsible, whose name is automatically filled out
in the ticket, Refer to Caller below. If no default Responsible is set, the Responsible person is
selected manually from the dropdown in the ticket.

| Incidertt | Respensible | Caller Category | Caller | E-mail Folders | Templates | FAQ | Status|

Name

E-mail

Buchanan, Steven

steven buchanan@kalmstrom.nu

Callahan, Laura

laura.callahan @kalmstrom.nu

Davolio, Mancy

nancy davolio @kalmstrom.nu

Dodsworth, Anne

anne.dodsworth @kealmstrom .nu

Fuller, Andrew

andrew fuller@kalmstrom.nu

Kalmstram, Peter

peter@kalmstrom nu

King, Robert

robert king @kalmstrom.nu

Kula, Kalle

kalle kula@kalmstrom.nu

Levering, Janet

janet leveding @kalmstrom nu

Peacock, Margaret

margarst peacock @kalmstrom nu

Stensson, Stina

stina stensson@kalmstrom.nu

Suyama, Michasl

michael suyama@kalmstrom.nu

[ Advanced

whary kealmstrom.com

& Folder HelpDesk

for Outlook® Cancel

It is possible to create and enter a group of several Responsibles. For example, you could create an
entry like "Java team" or "Engineering department" etc. Enter the e-mail addresses with a ;"
between, just like in an e-mail.

Both Incident Type and Responsible can also be added to the database directly from the ticket.
Select New entry in one of these fields and write a nonexistent value.

— Caller:

ane: [ |
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7.3 CALLER CATEGORY

Under the tab Caller category the administrator can define different categories to describe the
callers. These categories are then used in the ticket and in the statistics. These categories are also
shown in dropdowns under the Caller tab, where a Category can be selected for each caller.

| Incident | Responsible | Caller Category | Caller | E-mail Folders | Templates | FAQ | Status|
Caller Category

Distribution

Econormy

Human Resources

IT

Managemeant

Marketing

Production

Research

Research and Development

Sales

] Advanced

wharv kealmstrom.com

' Folder HelpDesk

for Outlook® Cancel

7.4 CALLER

Information about the people who call or e-mail the helpdesk can be listed under the Caller tab.
This is useful when it is known what people would contact the helpdesk but the information about
those people is neither stored in the Global Address Book nor in an Outlook Contact folder.

If you want Folder HelpDesk to automatically add a new caller to the Caller list when a new
ticket is created and he or she is not already entered there, check the option 'Auto-add new caller',
under the tab Ticket form settings.
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| Incidert I Respaonsible | Caller Category| Caller | E-mail Folders I Templates I FAQ | Status|

Caller E-mail Phone Category Responsible Comment
Iiller, Rita muller rita@kalms... | 0711-020361 Praduction More info http://...
Magy, Helvetius nagy helvetius@... |({206) 555-8257 Administration More info http://...
Mixon, Liz ni<on iz @kalmstr... |(503) 555-3612 Administration Mare info http:4/ ..
Ctlieb, Sven ottlieb sven@kal... |0241-035123 Human Reso... More info http://...
Parznte, Paula parente paula@k... |(14) 555-8122 Research an... Mare info http://...
Pavarotti, Jose pavarotti jose@k... |(208) BE5-2097 Distribution More info http://...
Pedro, Jose pedro jose@kalm... |(95) 555 82 82 Administration More info http://...
Pereira, Manuel pereim.manuel@... |(2) 283-2551 Research an... Mare info http:/Y...
Permier, Dominique | pemier.dominigue... |{1) 47.5560.10 Administration More info http://...
Petersen, Jytte petersen jytte @k (3112 34 56 Research an... Mare info http:4/ ..
Pialzheim, Henrie... |pfalzheim henriett... | 0221-0644327 Distribution More info http://...
Phillips, Rene phillips rene@eal .. |(507) 555-7584 IT Mare info http:4/ ..
Piestrzeniewicz, ... |piestrzeniewicz.z... |(26) 642-7012 Production More info http://...
Fipps, Georg pipps.georg@kal... |6562-5722 IT More info http://...
Pontes, Mario pontes.mario@ka... | (21) 5550091 Human Reso... More info http://...
Rancé, Martine rance martine@k... [20.16.10.16 Human Reso... More info http://...
Rodriguez, Lino rodriguez lino@k... |{1) 354-2534 Production Mare info http:4/ ..

£
[=]
z
A

N I A S A R O CA O O R C I ES R C

LlCCjefLf€Ccfcjefcjefcyeje€|€y|<

[ Advanced

wharey ealmstrom.com

for Outlook® Cancsl

\ ~| Folder HelpDesk

All the entered information is

— Caller:

shown in the ticket once - ;
the name is selected from Name: EI IMuIIer, Rita I'?-I
the drop down list. E-mail: |m|:JIIer.rita@kalmatmm.nu | [><]
The speech bubble shows Phone: 0711-020361 K-
where to find more info -

: S
about the caller. sElein IF’rnductmn

7.4.1 Default responsible

Under the Caller tab the admin can select one default Responsible for each caller. When an e-mail
from that caller is converted, the name of the Responsible is then automatically filled out in the
ticket.

(If no default Responsible is set, the Responsible person is selected manually from the dropdown in
the ticket.)
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| Incident I Responsible I Caller Category| Caller | E-mail Folders | Templates | FAQ | Status|

Caller E-mail Phone Category Responsible Comment Auto E-mail
Miller, Rita muller rita@kalms... |0711-020361 Production W w | More info hitp//..
Magy, Helvetius nagy helvetivs@... |(206) BE5-8257 Administration W w | More info http//...
Mion, Liz nixon liz@kalmstr... | (503) 555-3612 Administration W w | More info http.//...
Cttlieb, Swen ottlieb sven®kal .. |0241-035123 Human Reso... W Mare info http:/7..

Buchanan, Steven
Parente, Paula parente.paula@k... |(14) 555-8122 Researchan... w More info http:/7...
Davwolio, N
Pavarotti, Jose pavarotti jose @ | (208) 555-8057 Distribution v Dz;:forth?rﬂ'le More info http:/7...
: X - . Fuller, Andrew . . 7
Pedro, Jose pedno jose@kalm... |(95) 555 82 82 Administration W Kalmsiram, Peter More info http:/7...
Pergira, Manusl pereim manusl@... [{2) 283-2551 Ressarchan... + |King, Robert Mare info http:/7..
Kula, Kalle
Pemier, Dominique | pemier.dominique... |(1) 47.55.60.10 Administration % || evering, Janet Mare info http:/...
] Peacock, Margaret - .

Petersen, hytte petersen jytte @ |31 123456 Researchan... w Stensson, Stina More info http/7...

Pfalzheim, Henrie... | pfalzheim henrett... | 0221-0644327 Distribution w | Suyama, Michael | More info http://...

To edit, select a different person from the dropdown. If you want to remove a default Responsible
and not select another one, select the option Empty, or remove the default Responsible in the
database, tbiCallers.

7.4.2 Exclude callers from automatic e-mails

You can choose which callers should have an automatic e-mail when a ticket is created from their e-
mails. By default all callers are checked, so uncheck the people you don’t want to send notifications
to.

(Note that you must check the box(es) for auto-emails under the Other Settings tab for auto-emails
to be sent out at all.)

| Incident I Responsible I Caller Category| Caller | E-mail Folders I Templates | FAQ | Statusl

Caller E-mail Fhone Category Responsible Comment Auto E-mail ~
Muller, Rita miller ita@kalms... | 0711-020361 Production W v | More irfa hittp:// ...
MNagy, Helvetius nagy helvetius@... |{206) 555-8257 Administration W W | More info Http:/Y...
Mecon, Liz nixon liz@kalmstr... | (503) 555-3612 Administration W v | More info Http://...
Cttlieb, Sven ottlieb.sven@kal... |0241-039123 Human Resa... w v | More info Http:/Y...
Parente, Paula parente.paula@k... | (14) 558122 Researchan.. v | More irfa hittp:// ...
Pavarotti, Jose pavarotti jose@k... |(208) 555-8097 Distribution W v | More infa hitp:// ..

7.5 E-MAIL FOLDERS

When you create a special folder for incoming e-mail to the helpdesk, you need to use the tab
E-mail folders to set Folder HelpDesk to monitor this folder. Folder HelpDesk will then automatically
pick up all incoming e-mails to that folder and convert them into tickets. Click the plus sign to add a
folder.

If you wish the folder to be a public folder, click OK and you are asked to select a folder.
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# x

| Incident | Responsible | Caller Category | Caller | E-mail Folders | Templates | FAQ | Status |

O X

(® Public folder
() Mailbax

Name:

Foldars:

I [ Sent Items A
5] Deleted ltems (1]
Centacts
4 {7 Journal
7 Importart Emails
[F= Junk E-Mail
Motes
[F Qutbox

I Kb Feeds

v Taiks
b [E FublicFolders - thrisg@contoso.con

Choose folder to monitor. Incoming e-mails will be converted to Folder HelpDesk

tickets.

< >
[

Eﬁ Folder HelpDesk N——
3

for Outlook® | Lcegss | | oK | | e

For a shared mailbox the name of the folder must be written in.
Click OK, and the folder will be monitored by Folder HelpDesk.

If you don’t want Folder HelpDesk to monitor the folder under a period, check the box “"Do not do
auto-conversion ..."”. Uncheck the box when you want the folder to be monitored again. Note that
this box only affects the current user. For the rest of the Folder HelpDesk staff the folder will
continue to be monitored, even if the box is checked by one user.

To permanently stop Folder HelpDesk from monitoring the folder, select the folder under the E-mail
folders tab and click the minus button. The folder name will then be removed from this dialog.

When a folder is monitored for automatic conversion of e-mails into tickets and the option "Save e-
mails in subfolders” is selected under the tab Other Settings, a copy of the e-mail will be saved to
the received folder of a converted ticket (manual or auto conversion).

To automatically notify callers when tickets are created from e-mails, check the box for this under
the tab Other Settings. You might also want to change the template for the e-mail under the
Templates tab, see below.

7.6 TEMPLATES

Under this tab you may customize how text should be displayed for certain messages and for new
and printed tickets.

Under the list of templates you can see what field info may be included in each of the templates
selected from the list. Copy the placeholders you want to include in your template and place them
where you want the info to appear in the text. Instead of the placeholder the applicable info will be
shown in each e-mail or ticket.
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| Incidert | Responsile [ Caller Category | Caller | Exmail Folders | Templates | FAQ | Status |

Subject
|'I"|cke‘t: [SUBJECT] [TICKETID]

Please select a template to edit

a_‘, Manual e-mail to Caller ;
r\,“, Manu#l e-mail to Responsible By ¥ @& | ) Cu | B I U | 1= iz | % | =
£ New ticket
</ Prirt

a_‘, Automatic e-mail to Caller when ticket is closed Folder HelpDesk Ticket [TICKETID]
&/ E-mail to admin. spec. list when ticket is created
r\,“, Automatic e-mail to Caller when ticket is created [SUBJECT]

£/ Automatic e-mail to Responsible on reply received Responsible: [RESPONSIBLE]
Incident Type: [INCIDENTTYPE]

[TICKETID]

[SUBJECT] Description
[RESPONSIBLE]

[SIGNATURE] [DESCRIPTION]
(INCIDENTTYPE] Caller: [CALLERNAME]
[DESCRIPTION] E-mail: [CALLEREMAIL]
Phone: [CALLERPHONE]
&ttgﬁgﬂﬁ,ﬂ Caller Category: [CALLERCATEGORY]
[CALLERPHOMNE]

[CALLERCATEGORY]
[STATUS]
[DATECREATED]

MIICAATED

] Advanced

% Folder HelpDesk e ealmtrom com
3

for Outlook® Cancel

The “E-mail to caller” templates will not work without the [DESCRIPTION] placeholder variable, so
this variable is made mandatory for those templates.

Create a signature for the [SIGNATURE] tag under Signature tab.

To help those who are not used to working with HTML code to customize the templates we have
added a mini HTML editor to this dialog. You can also copy and paste the code from any HTML
editor. Select the template you wish to change and it is shown in the editor. Thanks to the editor
you can see if the template looks as you want it.

If you want the default template back, just delete everything in the template, so that it is totally
blank. Then click OK. Next time you enter the Settings the template will be filled with the default
text again.

Folder HelpDesk Ticket [TICKETID]
[SUBJECT]

The templates whose top part look like in the image above will take the subject of the ticket (and of
the caller e-mail) instead of the place holder [SUBJECT]. If you instead want to have a general
subject for all e-mails of the same kind, you may write it instead of the place holder.

NOTE: The automatic e-mails are not sent out unless you check the appropriate boxes under the
Other Settings tab, refer to E-mail notifications.

Folder HelpDesk V13 Manual www.kalmstrom.com

51


http://www.kalmstrom.com/

Folder HelpDesk

for Qutlook®

ka’meﬂ’m-com — leveraging your Microsoft®
Business Solutions

7.6.1 Manual e-mail to the caller

When a ticket is created. an e-mail to the caller can be sent manually by clicking =
the button to the right of the caller's e-mail address in the ticket. When you click

the button the e-mail is displayed. You may change it if you wish, and then you can

send it manually. This template gives a common look to all manual caller e-mails

sent from within the ticket.

The default template has a [SUBJECT] field, where the ticket subject will be added
in the outgoing e-mail. If you instead want a general subject for all manual e-mails
to callers, remove [SUBJECT] from the template and add your general subject here
instead.

7.6.2 Manual e-mail to the responsible

The e-mail to the responsible person can be sent manually by clicking the button to =
the right of the responsible person’s e-mail address in the ticket.

7.6.3 New ticket

The New template gives the administrator of the Folder HelpDesk system a possibility to customize
what the body of a new ticket should contain. The default ticket has the headings Incident and
Solution, but if that does not suit you, you can modify the html.

NOTE that you should keep the tag [BODY] in the html. When an e-mail is converted into a ticket,
the body of the e-mail will be inserted where the [BODY] tag is.

7.6.4 Print

The Print template has .HTML code for the look of printed tickets.

7.6.5 Automatic e-mails

Under the tab Other Settings in the Folder HelpDesk Settings there are four checkboxes for
automatic e-mails. The e-mail to the responsible person when a reply is received is checked by
default, the others are not. Change the template if needed and then check the appropriate box to
send out the e-mails — and uncheck it if you want to stop the sending.

Automatic Motification Settings
[ ] Send e-mail to caller when ticket is closed

[ ] Send e-mail to caller when ticket is created
Automatic e-mail to Responsible on reply received

] Send e-mail to these users.this distibution list when a new
ticket is created:

alisal @contoso.com

Pick from Address Book
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7.6.5.1 Automatic e-mail to Responsible on reply received

This e-mail is sent to the responsible helpdesk staff when an e-mail reply from the caller is added to
a ticket, or when a new e-mail is added to a ticket. The responsible can then open the ticket by
simply selecting the notification e-mail and press the Open Ticket button in the Outlook toolbar.

When a new e-mail reply is added to the ticket, the ticket will appear unread.

7.7 FAQ

The FAQ editor gives you a possibility to create standard answers. The selected FAQ is inserted in
the e-mail you send manually to the caller.

We use the "Manual e-mail to the caller" template for this purpose, and the FAQ is added to the
[DESCRIPTION] variable. Also refer to E-mail notifications.
Manual e-mail to the caller.

Click the FAQ Reply button in the ticket Toolbar Strip to include a FAQ in your answer to
the caller.

| Incidert | Responsible | Caller Category | Caller | Exmail Folders | Templates | FAQ | Status |

FAG Title
[11 FAQ Message Hi [FAQ Message &1
[2] FAQ Message #2 5
[3] FAQ Message 43 Subject
[Ticket: [SUBJECT] [TICKETID]
FAQ Body
24 Blox B rU =z AdSH

Here is simple example FAQ message.

[ Advanced

wwy kealmstrom.com

for Qutlook® Cancel

& Folder HelpDesk

Three example messages have been included in the list to show what the editor can do. Replace
them with your own messages and create more. This makes the work easier for the support staff
and also ensures that messages that are sent often have the best possible content.

The subject of the FAQ may be either the subject of the ticket + the ticket id or a general subject for
all FAQ answers. If you wish to use your own general answer, just remove the place holder(s)
[SUBJECT] (and [TICKETID]) and write your own general subject.
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Summary:

To create the FAQ:

Nounhsrwne

Go to the FAQ tab under Settings

Click the button New FAQ

Write a title for the FAQ

Enter the text and images you wish to use in the HTML editor

Click the button Add to DB

Click OK

(You can check in the database, in the tbiITemplateMessages, that the new FAQ is really
there)

To send the FAQ:

=

kN

Create a ticket with the new button or manual conversion - or open an automatically
converted ticket.

Click the FAQ answer button, to open the FAQ list dialog.

Select the FAQ you want to add.

Click insert.

Now a new e-mail is opened automatically, with the FAQ inserted.

Send the e-mail manually.

Here is an example of how it might look:

The FAQ in the editor might look like this:

| ncidert | Responsible | Caler Category | Caller | Exnai folders | Templstes | FAQ | Status

FAQ

[DESTEETRDEE TE CREE RNCE) | Ed? tickets: My changes are not saved when 1 ed2 a ticked.

Tttle

Subjoct
el SURJECT] FTICKETID

FAQ Body

D@/ B I U|IEEHEHD

Please look if the "Save email bistory in ticket body™ is enabled under the tab Other Settmzs A
in the Folder HalpDask Settmps.

E-mad history
[V]Save e-mad history in ticket body

If you think this is the problem, you can either uncheck "Save email history in ticket body™
of restrict yourseld to only add text above the easlser text,

Rrere s 09 18! N Screenvwo 4 M5
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Here the FAQ button in the ticket has been clicked, and the list of standard answers has come up:

PasiTo FHEOVITFOranons.
* Corversabion  FAD

ﬂFﬁluﬁ wp. Start by Mondey, Apel 1, 2003, Due by Monday, Apeill 1, 2003,
=i & X .

i Time: &/1/2013

Created by Ayla Bl
earis dadecd & FAQ from the ke bt FAT Bady
Due: W} 1] e tickenta: My charges ae rol asved
|2 FAcs Maamage T2 . - 5 s
Sratus: In progress 15 EA5 Meaage 29 E;T:ﬁlﬂm:w tan ke wncheck “Save
e Eilmier }-'anl.r'.bdn}_u' 5 pear gherve the earker lexl.
- Calber: -
MamE:

vt 3 0BG S Sene g 4 by |

E-mail:
Fhana: Nete addrd
From - Adsmiaraies
Catagory Dhage 21192000
mm Dwrole 1e3mon wrigs: ase closs bokel
L4

- | It this mesaage t the

Incident Type: sLY
"Responsble:  [Stensson, Stina

If the support worker selects to insert the FAQ reply, the e-mail to the caller will look like this

To.. | [AprilStewert
Ce. |
Send

Subject [Ticket: FAQ {112}

Folder HelpDesk Ticket 112

FAQ

Responsible: Siensson. Stina

Incident Type: New user

Description

Please look if the "Save email history in ticket body" is enabled under the tab Other Settings in the Folder HelpDesk Settings.

E-mail history
Sawve e-mail history in ticket body

If vou think this is the preblem, vou can either uncheck "Save email history i ticket body”
or restrict yourself to only add text sbove the earlier text. /E

Bl test.uls (19 KB); [ Sereen.bmp @ MB)

Add text here :—|

Note added
From:Administrator
Date:2/19/2009

7.8 STATUS

Under the Status tab the administrator can define different status categories to be used in the
tickets and in the statistics.
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| Incident | Responsible | Caller Category | Caller | E-mail Folders | Templates | FAQ | Status |
Status
Suspended
Waiting

www kalmstrom.com

for Outlook® Cancel

7.9 TICKET FORM SETTINGS

| Incident I Responsible | Caller Category | Caller I E-mail Folders I Templates | FAQ I Statusl Ticket form settings | Signature I Other Settings
Custom Fields Non-exdstent values in the ticket form

Save the following checked custom fields Should Folder Help Desk automatically save non-existent values for the following
{introduced in the Folder HelpDesk ticket form)to the drop-down list in the ticket form?
database

Custom fields list: Incident Type ® Ask (O Yes ) Na
Responsible ®) Ask () Yes ) No
Status ® Ask O Yes ) No
Caller Categary ® Aske O Yes O No
Open ticket @ Ask () Yes () No

Default value

0 Assign default minutes to a closing ticket if the "Minutes wored”
field is empty

Cther Options.
[ Auto-add new caller
[] Do nat include attachments in automatick e-mails to callers.

[] Do nat include attachments in manual e-mails to callers.

Save e-mails and attachments in the database when a ticket is closed.

Advanced

wwy kealmstrom .com

Folder HelpDesk

for Qutloak® Eance)
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The ticket fields can be customized - Refer to Customize the Ticket HTML Form- and the data in
the customized fields can be saved to the database. When a ticket field has been added, or a
customized field has been changed, it will be shown in the Custom fields list under the Ticket form
settings tab. Select it and click Apply, and the data entered in this field will be treated like data
entered in the default fields — saved to the database and possible to use in the Excel reports.

It is possible to enter values in the ticket fields that are not found in the Folder HelpDesk Settings. If
such non-existent values have been added, you can define under this tab what should be done
with them - should they be saved to the Folder HelpDesk Settings automatically, after a question or
not at all? You can also select if a new ticket should be opened automatically or not. NOTE that
these radio button settings only apply to the local computer.

Under the Ticket form settings tab, a default value for minutes worked can be set for all cases.
This value is used if the Minutes worked are neither set by the Responsible under the ticket Work
Done Tab when the ticket is closed nor set by the administrator under the Incident tab.

(If the checkbox is not checked and the minutes for the specified Incident are not set, the user will
be required to add the number of minutes worked before it is possible to close the ticket.)

When the checkbox for Auto-add new caller is checked and an e-mail from a caller who is not
included in the Caller list is converted into a ticket, this caller’'s name and e-mail address will be
automatically saved to the database. This works for both manual and automatic conversion.

The two check boxes for attachments give a possibility to decide what e-mails should include ticket
attachments. One of them is for auto-emails and the other one applies to answers to callers sent
from within the Folder HelpDesk tickets. This way attachments may be included in the e-mails to
callers sent from the tickets but excluded from the automatic e-mails.

7.10 SIGNATURE

Under this tab a signature for e-mails sent from Folder HelpDesk can be created in a WYSIWYG
.html editor. We recommend that you use this signature instead of the Outlook signature.

| Incident | Responsible I Caller Category | Caller I E-mail Folders | Templates | FAQ I Status | Ticket form settings | Signature | Other Settings

Compose an HTML signature to use in Folder HelpDesk outgoing e-mails.

By Bva B IUZEER R

Add the [SIGNATURE] tag to those e-mail templates where you want to include the signature
created here.
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| Incident I Responsible | Caller Category I Caller I E-mail Folders| Templates | FAQ | Status I Ticket form settings | Signature | Other Sertings|

Please select a template to edit

</ Manual e-mail to Caller

</ Manual e-mail to Responsible

< Newticket

< Print

< Automatic e-mail to Caller when ticket is closed
< E-mail to admin. spec. list when ticket is created
< Automatic e-mail to Caller when ticket is created
«.;,' Austomatic e-mail to Responsible on reply received

[TICKETID]
[SUBJECT]
[RESPONSIBLE]
[SIGNATUR

[INCIDENTTYPE]
[DESCRIPTION]

[CALLERNAME]
[CALLEREMAIL]
[CALLERPHONE]

[CALLERCATEGORY]
[STATUS]
[DATECREATED]

milIChATEY

Subject

|T|d{ei: [SUBJECT] [TICKETID]

Ca ¥y @ v | B T U

1— +—
i— =
F— i—

&g =

Folder HelpDesk Ticket [TICKETID]
[SUBJECT]

Responsible: [RESPONSIBLE]
Incident Type: [INCIDENTTYPE]

Description
[DESCRIPTION]

Caller: [CALLERNAME]
E-mail: [CALLEREMAIL]

Phone: [CALLERPHONE]

Caller Category: [CALLERCATEGORY]
[SIGNATURE]

Advanced

7| Folder HelpDesk
i for Outlook®
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7.11 OTHER SETTINGS

The other settings tab has a number of functions:

Folder HelpDesk v13 Configure

| Folder HelpDesk

for Qutlook®

| Incident | Responsible | Caller Category I Caller | E-mail Folders | Templates | FAQ | Status I Ticket form settings | Signature | Other Settings

Send e-mail from E-mail history

| | [ Save e+mails in ticket body

Service hours [] Save e-mails in subfolders

From

| Monday W |
To
| Friday v |

Automatic Notification Settings

[1 Send e-mail to caller when ticket is closed

[1 Send e-mail to caller when ticket is created

] Automatic e-mail to Responsible on reply received

Service hours

O | 200:00AM
Lunch break

[ 12:00:00FM

5:00:00 PM

1:00:00 PM

KBase for Outlook
[] Use KBase for closed tickets

Path to the Folder HelpDesk Online Form

| | 1 Minute

[] Send e-mail to these users/this distibution list when a new ticket is created:

Pick from Address Book

(e.g. http://wnw mtDoumain.com/helpdesk) [] Enable Automatic Tracking

Advanced

whry kealmstrom.com

for Outlook®

Folder HelpDesk
®

Cancel

7.11.1 Send e-mail from

By default e-mails which are sent from inside a ticket to
the Caller or Responsible are sent from the sender’s
personal e-mail account.

| Incident | Responsible | Caller Category

If you specify an e-mail address for the e-mails sent T o o

from Folder HelpDesk, you will also need to configure

Exchange to allow all staff that send messages from |support@cumpan~_.r.cum|

Folder HelpDesk to send e-mails from an email address

other than their personal one.

7.11.2 Service hours

The information about service hours (e.g. the helpdesk’s

opening hours) is needed for the statistics. When a ticket is ?gn‘:ice hurs

closed Folder HelpDesk calculates how long time it was |MmdEIY V|

open, and if the opening hours are set, only time when the To

helpdesk staff was actually working will be included. |Fn-day v|
Service hours

In the example to the right, a ticket opened at 4.50 PM on 8:00:00 AM |5 5:00:00 PM

Friday afternoon and closed at 8.10 Lunch break

on Monday morning will only be counted as being open for 12:00:00 FM |3

20 minutes - not as the whole weekend.
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7.11.3 KBase checkbox

The checkbox for the knowledge base application, KBase, KBase for Outlook

must be checked under Other Settings, if you want to [ 1 e Wi o ek cte
convert tickets with interesting problems and solutions into

KBase articles before they are closed. For more info, refer to

KBase.

7.11.4 Web form path and Enable Automatic Tracking

Under the Other settings tab you should also set the path to the Folder HelpDesk web form if you
are using it. When you check the box for automatic tracking, Folder HelpDesk will fetch tickets from
the web form at the specified intervals. The default interval is every 2 minutes. Refer to Web form.

Path to the Folder HelpDesk Online Form
{e.g. hitp:/Awwner mit Doumain.com/helpdesk) Enable Automatic Tracking

||'rl'tp -/ fuvarw Jealmstrom .com/FolderHelp DeskWebform A | | 2 Minutes L

7.11.5 E-mail history

There are two ways of
saving associated e-
mails to a ticket, in the E-mail history

ticket body field or in [] Save emails in ticket body

subfolders. Either one Save emails in subfolders

of these or both features
" ur [] Delete subfolders when ticket has been closed
can be enabled.

s | Templates | FAQ | Status | Ticket form settings | Signature | Cther Settings

By default these boxes are disabled, and a new ticket is created each time an e-mail is converted.
We however recommend you to use the e-mail history feature, as it gives you a much better
overview of issues.

7.11.5.1 Save e-mails in ticket body

When the box “Save e-mails in ticket body” is checked, all e-mails concerning the same case are
added to the ticket. Sent/Received emails will be integrated within the ticket body in
chronological order.

Redundant chunks of the e-mails are removed through an intelligent algorithm, and only the
required and latest replies are added to the body portion along with the HTML formatting and with a

header portion that includes when the e-mail was received, from whom etc.

Attachments from each e-mail are attached to the ticket itself and each attachment name is
embedded to the relevant part of the e-mail. An e-mail thread in a ticket could look like this:
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fH ®5 O+ 4+ = Kanban Task Manager - Discussian A 3 R o 4
DHESCUSSION INGERT QRTIONS FORMAT TEXT REMWIEW
x b LE‘ Ii-\" a Y T Rules - 5% Mark Unraad % & Find Q
« € = A= ) B OneNate  §h Categorize = [) Related -
Delete  Post  Reply Forward More Quick Mave 5 pag - Translate Zoom
Reply . Steps = «  EPactions=  |® Fallow Up - « L Selece-
Drelete Respond Quick Steps & Maove Tags Editing Loom M
I f - 'ﬂ Follow up. Start by Wednesday, March 30, 2013 Due by
; E-F E % Q E m a @ x Wednesday, March 20, 2013,
From Kate Kal Pestedon Wed 320/2013 236 AM
ID: 545 Time: 3/20/2013 9:35:00 AM
Posted Ta Falder HelpDeik
Created by: ke Kalmestrom Conwersation  Kanban Task Manager
Due: [Mﬁ E Sulject Kanban Task Manager
Status: | | ' =
Thanks!
Caller: Kalle
Name: D |Halla- Kula E
E-mail: |m-,,,a@ta||5tugan_sa | [} From: Support, kalmstrom.com Business Solutions
[mailte: sup port@kalmstrom.com]
Phone: ||:|N53 123654 ] = sent: den 20 mars 20132 08:50
. To: svenska@tallsugan. se
Category: T W
| J Subject: RE: Kanban Task Manager
) You are very welcome to do that, Kalle,
Incident Type:  |Folder HelpDesk vl
- And remember that we are abwvays here for you if you
Responsible: [ Jitu Patidar [w| B need mare assistance. s youttye
Kind regards,
Jitu Patidar
Support
kalmstrom.com Business Solutions,]
Incident
Hisupport,
| am interested in your Outlook Add-on Konban
Task Manager, but | already have Folder HelpDesk
installed. Can I still use Kanban Task Maonager on
the same machine?
7] Kanban Task
Manager . ouwoa®
Folder HelpDesk Best regards,
for Outlook® Kalle kula
IT Company
FHD Fropesties | Work Done P -
ﬂ 5!!‘ mare about Eate Kalmstrom. ﬂ ~
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7.11.5.2 Save e-mails in subfolders

If you want to save connected e-mails in special Folder HelpDesk 4 [ FHDtesterror
subfolders, check the box “Save e-mails in subfolders”. “ "'z{i:ecewed
:Sent
Then subfolders with the ticket id number will be created - 3 203
automatically under the Folder HelpDesk folder in Outlook, and all % Received
the e-mails connected to the same ticket ID will be saved in Sent and . zj:nt
Received subfolders under the ID folder. ++ Received
o Sent
When you use this method to track e-mails you will eventually have a L
lot of subfolders. To avoid this you can check the box for letting ::‘::f'“d
Folder HelpDesk delete the subfolders automatically once the ticket is 45 206
closed. You can also can remove subfolders for closed tickets by & Received
running the file PFHDCleanSubfolders.exe in the Folder HelpDesk % Sent
directory on the server. “ "'j};eceived
o Sent
All sent and received e-mails and attachments will be saved to the w3 208
database when tickets are closed, so you can always recover them by % Received
re-opening the ticket. < Sent
When the option Save e-mails in subfolders % H © L RE: FHD13 V28
is checked, there will be a new tab in the DISCUSSION INSERT OPTIONS FORMAT TEXT
ticket tab strip, Sent/Received, from where %* —~ ~ l"'_| hY 5 Rules -
the e-mails may be opened. Refer to The x - ﬂ ﬁ_-; {;EI W oneNc
Tab Strip. Delete  Post Reply Forward More Quick Mawve ‘aAction
Reply - Steps = -
Delete Respond Quick Steps Move
ol M = b4 e X
Sent E-mails
[ @ From Tao Subject Received

& . Kate Kalmstrom ‘fanet levering@... | Ticket: RE: FHD... | 3/26/2013 7

£ >

Received E-mails

i From To Subject Received
= a aztallst O g g/ 20
=1 nt Rimza svenska@talstu... |RE: FHD13 W35, . | 3/24/20131
£ >

\

FHD Properties | Werk Done | Sent/Received
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7.11.5.3 Change e-mail history method

If you have used the subfolder method for saving e-mail history and want to change into the ticket
body method, you can get the content of the subfolders added to the earlier ticket bodies. This way
you can delete the subfolders and still keep the content in them for future reference and statistics.

When you enable the option Save e-mails in ticket body, Folder HelpDesk will look for subfolders. If
they are found, Folder HelpDesk will ask you if you want to add the e-mails in the subfolders into
the corresponding tickets. All e-mails in the subfolders are marked with ticket ID of the first ticket,
so when you answer Yes the e-mail bodies will be added to the bodies of the tickets with the same
ticket ID.

7.11.6 E-mail notifications

Here you can decide which automatic messages should be sent from Folder HelpDesk. To customize
these messages, go to the Templates tab in the Folder HelpDesk settings.

Automatic Motification Settings
[ ] Send e-mail to caller when ticket is closed

[ ] Send e-mail to caller when ticket is created
Automatic e-mail to Responsible on reply received

] Send e-mail to these users/his distibution list when a new
ticket is created:

alisal@contoso .com

Fick from Address Boolk

7.11.6.1 E-mail to caller when ticket is closed

When a ticket is closed, an e-mail can be sent to the
caller automatically, confirming that the case is resolved.
Enable this feature by checking the first box under
Automatic Notification Settings. Callers may be excluded
from these e-mails under the Caller tab.

Send email to caller when ticket is dosed

7.11.6.2 E-mail to caller when ticket is created

When a ticket is created, an e-mail can be sent to the
caller automatically, confirming that the case is
received. Enable this feature by checking the second
box under Automatic Notification Settings. Callers may
be excluded from these e-mails under the Caller tab.

Send email to caller when ticket is created

7.11.6.3 E-mail to Responsible on reply received

This box is checked by default, but it only works

if at least one of the checkboxes ‘Save e-mails in [¥] Automatic e-mail to Responsible on reply received
subfolders’ or ‘Save e-mails in ticket body’ is

enabled. Then an alert is automatically sent to the responsible staff when an e-mail reply from the
caller is received to the helpdesk and automatically added to a ticket or when an e-mail is manually
added to one of that responsible’s tickets.
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7.11.6.4 E-mail notification when ticket is created

Send e-mail to these users/this distibution list when a new
ticket is created:

alisal@contoso.com

Pick: from Address Book

If you need an e-mail to be sent automatically to a person or distribution list each time a new ticket
is created, check this box under Automatic Notification Settings and define the e mail addresses.
You can also pick the addresses from the Address Book. When there are multiple e-mail addresses,
each of them should be separated by a semicolon (;).

8 KBASE

The knowledge base KBase is very helpful when used together with Folder HelpDesk. When you feel
that a solution to a problem should be saved into the knowledge base, do this by clicking the
KBase button before closing the ticket. The tickets in the KBase can be full text searched, and
users can also add information in them, for example if they have a better solution to a problem.
When the ticket has attached folders they are automatically saved into the KBase, but attachments
may also be added later.

The application can be downloaded from http://www.kalmstrom.com/products/KBase/Download/. A
license for KBase is included in the Folder HelpDesk Medium and Premium subscriptions.

KBase is installed in the same simple way as Folder HelpDesk. Just click the KBaseSetup.msi file
and follow the instructions.

If you want to familiarize yourself with KBase, you can make use of the possibility of creating a few
example data. This possibility is offered when the installation is over and you are asked to select
sharing option.

With KBase a team can share articles and other pieces of information. When one team member creates or changes a KBase article, the
cther members can see it in their PCs.

Please select how you want to share your data. KBase supports all versions of Access or SQL Server and SharePoint 2010 and above,
including Office 365. For SharePoint and SCL you need to have your own Share Point site or SQL Server, in-house or hosted. When you
select the Access option, KBase can create a database for you.

() A Microsoft SharePaint site M'ﬁ‘g‘ri'e Oint

(@) A Microsoft Access database A"‘J Kgg—ess

[ An existing Access database

FPath | | Browse...

The data will be stored in an Access database in a shared network folder. You may either use an existing Access database or let KBase
create a new one. In both cases the first user must give the path to the network folder. When subsequent users of KBase connect to the
same network folder, KBase will load the settings from the database file.

Mone of the users must have MS Access installed, except a user who creates a new database and has a 64-bit Office installed.

Permission: |Users must have write permission over the KBase network folder.

M i
() A Microsoft SQL Server database SS‘L Se_r\@r“

KBEISE for Outlook™

Create Example Data
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Remember to check the box for KBase in the Folder HelpDesk Settings, Other settings tab, if you
want to use KBase. Refer to KBase checkbox.

The articles can be saved as web pages, see example at http://www.kalmstrom.com/FAQ/. For more
information about KBase, Refer to the KBase manual, downloadable from
http://www.kalmstrom.com/products/ KBase/. At the KBase home page you will also find links to
video demonstrations and a slideshow.

9 UPGRADE OR REPAIR FOLDER HELPDESK

For upgrade or repair of Folder HelpDesk, run the setup file and select the second option in the
installer. Then the installer decides what action needs to be performed.

When the installed version of Folder HelpDesk is earlier than the setup version, the installation will
be upgraded.

When the installed version of Folder HelpDesk is the same as the setup version, a repair of the
installation will be performed.

Select an installation type
.5<| Folder HelpDesk
) New Folder HelpDesk ) for Outlook®

(®) Repair/Upgrade existing Folder HelpDezk installation

kalmstrom.

Business Solutions

Previous | | Mexd

9.1 PERMISSIONS

The upgrade or repair must be performed by a person who has at least Write permission over the
Folder HelpDesk server folder and is Owner of the public folder/shared mailbox.

9.2 PROCESS
Make sure that no application of your existing Folder HelpDesk is running during the upgrade. Please

follow these steps:

1. Save the installation file FolderHelpDeskSetup.exe to your computer and then to the Folder
HelpDesk root file folder on your server.

2. From a client that has access to the Folder HelpDesk network folder, run the newly
downloaded Setup file and accept the License Agreement.
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for Outlook®

3. In the Installation Type dialog, select 'Upgrade/Repair existing Folder HelpDesk' and click
Next.

4. Specify the Outlook folder of your existing Folder HelpDesk installation.

Folders:

% Jaurnal
[ Junk E-Mail
Motes
[3] Qutbox
R55 Feeds
+ Tasks
Public Folders - chrisg@contoso.com
= All Public Folders
[ [ AnkitaTesting
[» [ DeveloperTestFolder
[» [ Meha Testing
4 | . 5apna
[+ | s Folder HelpDesk

5. You will get a message when the upgrade or repair is finished.

Upgrade/Repair successful

| Folder HelpDesk
fou have successfully completed the upgrade /repair of
Folder HelpDesk. To finish the setup. click Close. for Outlook®

kalmstrom. .

Business Solutions

Close

If you have multiple installations, repeat the process for each Outlook folder.

9.3 UPGRADE OF THE FOLDER HELPDESK CLIENT TOOL

The Folder HelpDesk Client Tool is not changed so often, but if it has been changed since last
update, it will be updated automatically on the installation machine. The other clients will be
prompted to upgrade the first time Folder HelpDesk is started after the upgrade of the central
installation. Answer Yes, and the upgrade is automatic.

If a client answers No by mistake or is not prompted to install the Client Tool, run the file
FHDClientSetup.msi in the Folder HelpDesk root file folder to upgrade the Client Tool manually.
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10 EXCEL REPORTS

10.1 OVERVIEW

The statistics of Folder HelpDesk is very useful for a manager who wants to
analyze what kind of problems are reported, how problem solving time is
distributed, what problems different staff has been working with, etc. The statistics are based on
Excel, and all standard Excel features may be used.

1 I Statistics

Run the Excel reports tool by pressing the Statistics button in the Outlook ribbon.

10.2 DEFAULT REPORTS

The default sixteen reports are grouped by Time (year, quarter or month), Caller category, Incident
category and Responsible. For each group the reports show average hours open, costs, total number
of tickets and the time spent on tickets.

H < : = FolderHelpDeskReports.ls - Excel e I MR | ) ¢

HOME | INSERT  PAGELAYOUT ~ FORMULAS  DATA  REVIEW  VIEW  Team Rituka Rimza ~
alny IEII == = % %Conditional Formatting ~ E‘“Insert v z - ’é?v
PEE BT u- A n === - % - 9% » [FromatasTable- X Delete -~ [¥]- #-
. : & A~ e=EE B i (7 Cell Styles - [ Format> &~

Clipboard = Font [Pl Alignment o Mumber & Styles Cells Editing ~

4 > Average ticket time per year,_ quarter and month

5 > Cost per year, quarter and month

6 > Mumber of tickets per year. guarter and month

7 > Sum of hours spent on tickets per year, quarter and month

8

g > Average ticket time per Caller Category

10 > Cost per Caller Category

1 > Mumber of tickets per Caller Category

12 > Sum of hours spent on each Caller Category

13

14 > Average ticket time per Incident Category

135 > Cost per Incident Category

16 > Mumber of tickets per Incident Category

17 > Sum of hours spent on each Incident Category

18

19 > Average ticket time per Responsible

20 > Cost per Responsible

21 > Number of tickets per Responsible

22 > Sum of hours spent on tickets by each Responsible I

23 -

o Home o [l M - ® 7]

READY H M -—————+ 100%
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Each report is shown as a pivot table and as a chart.

.| Folder HelpDesk

(?) for Qutlook®

H - ¢- = FolderHelpDeskReports.xls - Excel T EH - O X
FILE HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW VIEW AMALYZE DESIGN FORMAT Sign»
== _ % General E%Conditional Formatting E‘“In:ert - 2 E'I'
=== $ - 9% + | [¥Format as Table ErDelete + | [U] - -
&= & i ’__,—‘ Cell Styles % Format~ & ~
Alignment Mumber Styles Cells Editing e
e Fe
[«]
PivotChart Fields v

St hara

oy =

mlow

mHermal

Adminktration Distibufon  Human Resoumes Marksting Production Resz=hend

Development

Sales

e e

Choose fields to add to report:

|| Caller Mame
Priority

[] Date Closed

[] Date Created
Responsible Name
Category

[] Hours open

Rate

[] Ticket 1D

T Ticlend ke

Drag fields between areas below:

v .o 60 |l s [EEl - @ : [l

READY

T FILTERS Il LEGEMD (SERIES)
= AXS (CATEG.. | £ VALUES
Category * H |Sum of Rate A
Incident  ~

[y r—

T———

[] Defer Layout Update UPDATE

M -—%——+ 5&%

In the pivot tables you can filter by clicking triangles and drill into more detailed figures by clicking

the plus signs.

d 9 - = FolderHelpDeskReports.xls - Excel PIVOTTABLE TOOLS 2 E - 0O X
HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW VIEW Team ANALYZE DESIGN Rituka Rimza ~
[ Shapes~ E = [ EE=10""a1 u [anal] T — =2 4 WordArt~ T Equation ~
B FEE e OB b *35 Brmm By @ B Do,
PivetTable Recommended Table  Pictures Online MMy apps v Bing People Recommended PivetChart  Power Line Column Win/ Slicer Timeline  Hyperlink  Text Header N
PivotTables Pictures @ S¢reenshot = Maps Graph Charts D - - View Loss Box & Footer []Object
Tables lustrations Apps & Reports Sparklines Filters Links Text Symbols ~
[ a1t M flm v/
A | B C D E F G H J K L M N o [=] . .
1 PivotTable Fields v X%
: —q—l’#_ry—m‘u’;zﬂ e ticket time &l;)caller CF?‘E kel Choose fields to acd o reports
4 [] Subject
Bl Average of Hours Open: Priority b Closed
[} Categol Caller Name 4 Low Normal  Grand Total ] Month
7 [ Weekday
¢ |wAdministration 30066 50000 404,83 [ Incident
o | =Distribution 500.00 500.00| [ Incident Category
10 | sHuman Resources 500.00  500.00 500.00) Caller Name
1[5 TPhillips, Rene 500.00 500.00) Priority N
12 Pipps, Georg 500.00 500.00) ] Date Closed =
13 ‘Wilson, Fran 180.28 180.28| e
14 1T Total 500.00 34014 393.43| Drag fields between areas below:
15 | =IMarketing 50000 22653 397.45| v
16 | @Production 50000 50000 500.00| FILTERS Il coLumns
17 | #Research and Development 500.00 500.00|
18 | 5Sales 25754 411.07 367.21
19 [Grand Total 437.54 44131 439.57| -
2 = rows = vawes
21
2 =
23
[ 24l [~
P “ & & & G G [] Defer Layout Update UPDATE
READY i) M -—————+ 0%
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Under the first tab you can find all info from the database. Start from this tab when you want to
create a new report.

BHS & s FolderHelpDeskReportsaxs - Bxcel TABLE TOOLS ? @ - 0O X
HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW VIEW Team DESIGN Rituka Rimza ~
oo P Gt [ [voma e = 3 Sowom - B 4
Paste 8 Cory B I U- = 5= erge & Center § -0 » <3 Condiional Formatas| Good Neutral E Insert Delete Format i Sort & Find &
- < Format Painter Formatting = Table - - - - & Clear~ Filter~ Select ~
Clipboard i Font F] Alignment i Number ) Styles Cells Editing -~
Al - S || subject v
A E C D E F G H 1 J K L M [a]
1 I~ jori B Date Created B Responsi ] F
2 |Doyouhave3Yinc False October Friday Delete user Users Nixon, Liz Normal 10/18/2013 8:15 Buchanan, Steven  Administration
3 |ldonthaveaspac  False |September Sunday  Delete user Users Ottlieb, Sven Low 9/1/2013 15:15 Callahan, Laura  Human Resources
4 |Overheardina compu False  March Saturday  PowerPoint Software Saveley, Mary Low 3/8/2014 8:15 King, Robert Production
5 | Youve gottofixm  False | September Friday Excel Software Parente, Paula Normal 9/13/2013 13:30 Callahan, Laura | Research and Development
6 |Nowwhatdodo?  False November Saturday Newpassword  Users Petersen, Jytte Normal 11/9/2013 9:30 Dodsworth, Anne  Research and Development B
7 | Just call us back i False  September Tuesday  Excel Software Pavarotti, Jose Normal 9/24/2013 10:30 Callahan, Laura Distribution
s |Imhavingtrouble  False November Wednesday New password  Users Phillips, Rene Normal 11/20/2013 18:16 Dodsworth, Anne [T
o | What'sonyourscre False January  Friday PowerPoint Software Roel, Diego Low 1/24/2014 15:30 Kalmstrom, Peter  Production
10 | Excusemecanluse False October  Friday Excel Software Pereira, Manuel Low 10/11/2013 9:15 Davolio, Nancy Research and Development
11 |For a computer progr  False  June Friday Web browser Software Wilson, Fran Low 61272014 15:30 Stensson, Stina T
12 |Fora computer progr _ False  June Friday Web browser Software Wang, Yang Low 6/20/2014 11:30 Peacock, Margaret Sales
13 |Overheardin a compu_False March Friday PowerPoint Software Saavedra, Eduardo Low 3/7/2014 16:15 King, Robert Sales
14| What's onyourscre  False  January  Tuesday  New user Users Rodriguez, Lino Normal 1/21/2014 17:15 Kalmstrom, Peter  Production
15 | | have Microsoft Ex  False  July Sunday Delete user Users Maller, Rita Low 7/28/2013 10:15 Buchanan, Steven  Production
16 |For a computer progr  False  June Monday  Web browser Software Wilson, Fran Normal 61232014 17:15 Stensson, Stna T
17 | I'm going to be usi False December Sunday New user Users Pontes, Mario Low 12/29/2013 10:15 Fuller, Andrew Human Resources
18 [Thisguy callsinto  False June Tuesday  Scannerinstallation Hardware Trjilo, Ana Low 6/3/2014 9:15 Peacock, Margaret  Sales
10| Imgoingtobeusi  False |December Saturday  MNew user Users Pontes, Mario Normal 12/28/2013 8:30 [Fuller, Andrew Human Resources
20 | You've got to fix m False September Saturday  Excel Software Parente, Paula Normal 9/14/2013 13:15 Callahan, Laura Research and Development
21 |Ihad been doing Tec  False | April Tuesday  Scanner installation |Hardware Sommer, Martin Low 4/29/2014 13:30 Leverling, Janet Marketing
22 |ldonthaveaspac  False September Thursday Delete user Users Ottlieb, Sven Normal 9/5/2013 11:15 Callahan,Laura  Human Resources
23 | I'm going to be usi False December Tuesday  New user Users Pontes, Mario Normal 12/31/2013 14:15 Fuller, Andrew Human Resources
22| Youve gottofixm  False September Monday  Excel Software Parente, Paula Normal 9/16/2013 8:15 Callahan, Laura___Research and Development -
- I - - G - BN G - I . G w 5

READY.

=]

M -—+—+ 0%

10.3 CustoM REPORTS

All the standard Excel features may be used with the default reports, so it is easy to modify these
reports. If the changes are saved, the modified reports will be used instead of the default one.

To create a totally new report, open the D1 tab and insert a pivot table. It is often best to select a
new sheet for it. Then add parameters as you like before you save the report.

Next time you run the statistics tool, your modified or custom report will be refreshed with the new
data just like the default reports.

For more info about the statitsics reports, refer to the video demonstration at
http://www.kalmstrom.com/products/FolderHelpDesk/Demonstrations.htm.

Folder HelpDesk V13 Manual

69

www.kalmstrom.com



http://www.kalmstrom.com/
http://www.kalmstrom.com/products/FolderHelpDesk/Demonstrations.htm

ka'mStrom-com — leveraging your Microsoft® | Folder HEIPDESk
Business Solutions () for Outlook®

11 WEB FORM

kalmstrom. - leveraging your Microsoft®

Business Solutions

Folder HelpDesk - Web Form

To report a problem, pleaze fill out the following form and click Submit

Name : INeha

Email : |neha@kalm5trum_com
Phone : [91-81091015802

Subject : |F'rob|em with inline image.
Incident Type : ITesting j
Attachment

{maximum file size 200kb) : Choose File | shortcut.docx

Inline image is not displayed in e-mail
body when automatic e-mail to caller when
tickets is created.

Description : *

Folder HelpDesk
e)

for Outlook®

With Folder HelpDesk you can also set up an on-line web form, which creates tickets that go directly
into your Folder HelpDesk Outlook folder.

Folder HelpDesk - Web Form

Thank you for reporting this issue.

It will now be transferred to our helpdesk staff, and one of them will socon contact you.

Report @ new issue
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11.1 FILES

For the web form you should use the folder FHDOnRline in the Folder HelpDesk directory. The folder
contains various files that should be copied to the webserver where you want to set up the web
form. When the form is set up, a subfolder, Uploads, will be created.

The Folder HelpDesk web form folder contains several .aspx files with scripts that write .xml-files
and uploaded files into the Uploads folder. You have to allow server scripts to be run at the web
folder where you place the Folder HelpDesk web form files.

All files are open source and highly customizable, but of course you should always be careful and
make a backup copy before you start changing anything. These files are presented in the section
about architecture, Files for the Web Form feature — FHDOnline folder.

11.2 SETTING UP THE WEB FORM

Copy all files from the FHDOnline folder
and put them in a directory on a web
server. You also need to set the | General | Securty | Previous Versions | Customize
permissions so that the aspx vb.net code
can write .xml-files into this directory and

COhbject name:  5:\Sapna“FolderHelp DeskSetup_13.0.0.116 Folde

into the Uploads directory. Group or user names:
;
Give the Internet Guest Account Full 82, 5YSTEM

82, Administrators (KALMLAEAdministrators)
£

Control.

Tao change permmissions, click Edit.

Permissions for Authenticated
Ugers

Full cortrol

Modify

Read & execute

List folder cortents

Read >

For special pemissions or advanced settings,
click Advanced.

OK || Cancel |

11.3 SPECIFY PATH

In the Folder HelpDesk Settings, the tab Other settings under Advanced, write or paste the path
to the web form. Then Folder HelpDesk will monitor your web form and from the .xml files create
tickets inside your Folder HelpDesk Outlook folder. Once you do this, a new file PFHDCategories.xml
will appear in the Folder HelpDesk web directory (where your web files are stored). Refer to
Monitoring.
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11.4 INCIDENT TYPES

The Incident types in the web form are created from the Folder HelpDesk Settings. When you
define an URL where the web files are placed, the Folder HelpDesk Settings tries to call an ASPX
page there. This web page creates an XML list on the web server with all Incident types. When
default.aspx is opened and the XML file is there, the Incident type will be shown in default.aspx.

11.5 MONITORING fiE] Newticket ) Search

e Configure |Responsible -
The tickets from the web form can be fetched oIl Statistics  Advanced -
manually, by pressing the button in the Folder
HelpDesk toolbar in Outlook. This button is only shown
when the web form has been set up.

Folder| Q_ Search closed tickets
Delete ticket

Copy ticket

Print multiple tickets
You can also enable automatic tracking of the web
form and select from a dropdown how often you want
the tickets to be fetched. This is done in the Folder
HelpDesk Settings, under the Other Settings tab.

Mass e-mail

Retrieve online tickets

@D & X

Maintenance

Enable futomatic Tracking
2 Minutes W

11.6 CREATED BY

When an xml file has been created on the web server and when someone after that goes into the
Folder HelpDesk folder in Outlook (this could be hours or even days after), the xml file is read and
converted into a ticket. The “Created by” field is then automatically filled out with the person
running Folder HelpDesk at that time.
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12 FOLDER HELPDESK OPTIONS

12.1 AUTOMATIC CONVERSION OF E-MAILS INTO TICKETS

By default incoming e-mails are placed in the Inbox. From there - or any other Outlook mail folder -
they can be converted into tickets with a click on the Folder HelpDesk Convert e-mail icon in the
Outlook toolbar, as described in E-mail, manual conversion.

Another way of working with Folder HelpDesk is to automatically convert all e-mails coming to the
inbox or to another folder into helpdesk tickets. If you want to use another folder you can specify
what e-mails should go there by using Outlook rules.

Add the folder you want Folder HelpDesk to monitor by clicking the Plus sign under the tab E-mail
folders in the Settings. You can either monitor a public folder or a shared mailbox for automatic
conversion to tickets. For a mailbox the name of the folder must be written in. If you are using the
mailbox, please give the necessary user access permission.

| Incidert | Responsible | Caller Category | Caller | E-mail Folders | Templates | FAQ | Status|

() Public folder
(® Mailbox

[] Dant do auto-conversion Name:

|Suppcrt

[ tdvanced

s Folder HelpDesk

www kalmatrom.com

for Outlook® Cancel

If you want the folder to be a public folder, click OK and you are asked to select folder.
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| Incident I Responsible | Caller Category I Caller | Esmail Folders | Templates I FAQ I Status|

(® Public folder
() Mailbox

MName

Foldars:

[» [z Sent ltems
Deleted Items (1)
EEL|

Calendar
Contacts
4 {@ Journal
i@ Importart Emails
[[= Junk E-Mail
Motes | |
[# Qutbox

Y HSS Feeds

¥ Tasks
b [E TublicFolders - thrisg@contosa.con |,
< >

Choose folder to monitor. Incoming e-mails will be converted to Folder HelpDesk
tickets.

Cancel

www kalmstrom.com

.17] Folder HelpDesk
©) for Outlook® censs | | o | | G

12.2 SEPARATE SENDER E-MAIL ADDRESS

By default e-mails which are sent from inside a ticket to the Caller or Responsible are sent as from
the sender’s personal e-mail account.

Send e-mail from

If you want to change that, specify an e-mail address for
the e-mails sent from Folder HelpDesk under the Other
Settings tab in the Folder HelpDesk settings.

helpdesk@kalmstrom.com

The e-mail address for sent e-mails must be set up on the Exchange server too. It may take some
time, up to half an hour, for the server to propagate the changes.

13 CUSTOMIZE FORMS

13.1 CusTtoMmIzE THE TICKET HTML FORM

If you have some knowledge about HTML code, you can easily add new fields to the Folder HelpDesk
ticket form, so that it suits your company’s needs. The new field will be available in every ticket, and
the value you enter in it will be saved and available every time you open a ticket.

Make data from your custom fields available in the database and in the statistics by selecting the
new field under the tab “Ticket form Settings” in the Folder HelpDesk Settings.

The Title of the ticket form must be {Ticket [Ticket ID]} + Subject.
When modifying the HTML form, never delete a default tag or rename its ID. When adding a new

control or tag, its ID should not be same as an existing tag or control ID. If it is, the text users write
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in that field will not be saved. Please avoid using the IDs below.

These are the default Folder HelpDesk ticket form

IDs:

Subject
Ticket ID
Created at
Caller name
Caller email
Caller phone
Caller category
DatagCaller
Date due
imgCal
Created by
Ticket Status
Problem Type
Responsible

emailresponsible

These IDs are used for labels

IblSubject
IbIID

IbITime
IblCaller
IbIName
IblEmail
IbIPhone
IblCategory
IbIDue
IblCreatedby
IblStatus
IblProblemtype
IbIResponsible

There are also Outlook reserved captions to consider. Do not use an ID for an Outlook item field
(e.g. Subject, Company, Conversation, Message, Modified etc.). They are too many to list here, but
if you notice that data from your custom field is not saved, try with another ID for it. In a FAQ on
the kalmstrom.com website you can find more Outlook reserved captions.

To customize the HTML ticket form, open the file FHDTicketForm.htm in an HTML editor. You will find
the file in the Folder HelpDesk server installation folder. Add your organization logo, change colors
and move available tags according to your requirement. You may add new fields where ever you
want to place them, and you can also create a new table for your custom fields.

Three types of tags are supported for custom fields in the HTML form: Input type Text, Text Area
and Select. When adding a tag in the HTML form it should be added inside the form tag.

Newly added tags must have unique IDs (other than the default IDs in the list above). The ID should
not have any special characters. This ID will be mapped in the ticket and also to report into the
database. The database name of your custom field in the table tblTickets will be “custom” + ID of

the tag.

In the Folder HelpDesk Excel reports the ID of the added HTML tag will be the name of your custom

field.

13.1.1 Example

Let's assume that you want to add the Caller's company name in the Folder HelpDesk ticket. In this
example the new field is added just after the Caller Category.
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R T E=E 6 X

1D: Time: 4/1/2013 12:46:14 PM
Created by: Ayla Kol
Due: j4r212013 i
Status: | ™
— Caller:
Name: r“ v
E-mail: [ ] =
Phone: | |
Category: | ]
Company: | |
" Incident Type: | v
“Responsible: | v

Folder HelpDesk

for Qutlook®

You have to modify the HTML code and add a span and a text tag in the HTML. The code will look
like this:

<div class="common_row">
<div class="leftBlock" id="IblICompany">
Company:
</div>
<div class="rightBlock">
<input type="text" id="companyname" tabindex="0" style="width: 218px"
class="style5"
name="T8"/>
</div>
</div>

If you are not used to working with HTML you may use this code and change the text marked in red
after your needs.

To make data from a customized field available in the database and the Excel reports, open the
Folder HelpDesk Settings, check “Advanced” to see all tabs and select the tab Ticket form
settings.
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Incidert | Responsble | Caler Category | Caler | Emai folders | Templates | FAQ | Status | Ticket fom settings | Sonature | Other settings
Custom Felds Non-existent vahues in the ticket form

Save the following checked custom fields Shouid Folder HelpDesk a by save nor values for the folowing
fintroducad in the Folder Help Desk ticket fom) to the drop-down kst in the ticket form?

Incidert Type OF™ O Yes Ot

Resporsble @) Ask O Yes O No
Qatus @) Adk O Yes G

@) Agk ) Yes
Open ticket @ Ask () Yes
Defauk value

0 Assign default mnutes 1o a closing ticket £ the ‘Mirutes worked”
- field is empty

Cther Options

(] Auto-add new caller

] Do not inciude attachmants in automatick &-mais to calers
[ Do not include attachments n manual e-mals to calers

[v] Advanced

Ef'g Folder HelpDesk

for OQutlook*

The newly created field with the ID “companyname” is now visible in the Custom fields list. Select it
and press “Apply”. Now the database entry for this field will be created, and when this is done,
every entry into this custom field in the ticket will be saved to the database.

The Company name data will also be available in the Excel reports. As the ID of the added HTML tag
is “companyname” the data will be shown under that title.

13.2 Customize THE WEB FORM

If you have some knowledge about HTML and ASPX, you can easily add new fields to the Folder
HelpDesk web form, so that it suits your company’s needs. If you add a new field in the ASPX page,
you must also add that field in the HTML Ticket Form with the same ID, Refer to Customize the
Ticket HTML Form.

Make data from your custom fields available in the database and in the statistics tool by selecting
the new field under the tab “Ticket form settings” in the Folder HelpDesk Settings.

When modifying the HTML form or ASPX page, never delete a default tag or rename its ID. When
adding a new control or tag, their ID should not be same as en existing tag or control ID.

To add a new field you have to modify two ASPX pages “default.aspx” and “default.aspx.vb”. In
“default.aspx” you have to get data from the user input and send it to “default.aspx.vb” for
processing. The File “default.aspx.vb” will write data into an XML file and save it.
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Folder HelpDesk - Web Form

To repart a problem, please fill aut the fallowing form and elick Submit

Mame :
Email
Fhomne :
Subject :

Incident Type :

Artachment
{maximum file size 200kb) :

=

Descnption :

13.2.1 Example

[Select an Incident Type x|

Choose File INn file chosen

“Sabmt | clear |

Folder HelpDesk

for Cutlook®

If you want to add the field Company to the web form, you have to add the field to the default.aspx,
which is the page that the users see.

You can use the same code as in the HTML Form customization.

<tr>

<td colspan="2" align="right" style="height: 26px">
<span id=" IblICompany " class="PFHDCaptions">Company :</span>

</td>

<td style="width:230px; height:26px; padding-left:2px">
<input type="text" id="companyname" tabindex="4" style="width:
228px" class="style5" name="T6" />

</td>
</tr>

You also have to add the code highlighted by red color below in “default.aspx.vb”.The XML element
ID (compayname) should be the same as the ID of the corresponding custom field in the HTML
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Form.
Always add a new XML element at the end.

With objXMLv
JAppendChild(obj¥ML. CreateElement ("ID"))
JAppendChild(objXML.CreateElement (" CallerName"))
JAppendChild{objXML. CreateElement (" CallerEmail™))
.AppendChild(obj¥ML.CreateElement("CallerPhone™))
JAppendChild (objXML. CreateElement (" Subject™))
JAppendChild(objXML. CreateElement (" Body™))
LAppendChild(ocbjXML.CreateElement ("DATE"))
LAppendChild(cbjXML.CreateElement (" Attachment™))
.AppendChild(objXML.CreateElement ("ProblemType™))
JAppendChild (objXML. CreateElement (" compayname™))

.ChildNodes(@).InnerText = intID
.ChildNodes(1).InnerText = txtname.Text
.Childiodes(2).InnerText = txtemail.Text
.ChildModes(3).InnerText = txtphone.Text
.ChildModes(4).InnerText = txtsubject.Text
.ChildNodes(5).InnerText = txtdescription.Text
.Childiodes(6).InnerText = Mow()
.ChildModes(7).InnerText = "Ticketad™ & intID & "_" & (fileupload.FileName)
If ddlIncident.SelectedIndex > @ Then
.ChildNodes(8).InnerText = ddlIncident.Text
End IT
.ChildNDdes(E}.InnerTextl= companyname. Text

End With

14 SUBSCRIPTION

Folder HelpDesk is licensed with a subscription. There are three subscription levels, and support,
free upgrades and an unlimited number of users within the subscribing organization are included in
both levels.

Refer to the Subscription page:
http://www.kalmstrom.com/products/FolderHelpDesk/FHDOutlook/Subscribe.htm

If you are already a Premium Subscriber, you may use Folder HelpDesk without paying any extra
fees. Just contact the kalmstrom.com support team at support@kalmstrom.com and ask for a
registration key or a register free Premium copy with your company logotype.

15 REGISTRATION

You have a full 30 days to try out all the functionality in Folder HelpDesk. Then you need to either
register Folder HelpDesk or order a register free Premium copy, to be able to continue working with
the software.

For the Minimum and Medium Subscriptions, enter the registration key and an e-mail address with

your company/organization domain in the License dialog in the Folder HelpDesk Settings. Folder
HelpDesk needs access to the internet to verify the key.
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| Folder HelpDesk

for Outlook®

After registration you can continue working on the same data as before. No re-installation is needed.

Please enter your e-mail address and your registration key
for Folder HelpDesk and click Registration.
‘You need to be connected to the Intemet for this to work.

This version will function 26 more days.

E-mail
Registration key

(Fomat : RGO OO0O00000000N)

www kalmstrom.com

FoIderHeIpDesk ot 15

for Qutloak®

[ Advanced

- Folder HelpDesk

for Qutlook® fesse | | o | | L

The person who registers Folder HelpDesk must have owner's right over the Folder HelpDesk
folder in Outlook. Once registration succeeds, registration is done for all users of the same Folder
HelpDesk installation.

16 REMOVE FOLDER HELPDESK

Folder HelpDesk does not appear among Program Files. That way you may have several installations
on one machine, but it also means that you cannot remove the application through the Control
Panel.

To remove Folder HelpDesk, delete all the Folder HelpDesk folders and files. To continue using the
Outlook folder without Folder HelpDesk, go into properties and uncheck the “Show home page by
default” checkbox.

Each user should also un-install the Folder HelpDesk Client Tool. This is done from the Control Panel,
Add-Remove programs / Programs and Features.
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Uninstall or change a program

To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

Organize *  Uninstall  Repair

Mame Publisher Installed On ~ Size Version
w Micros Microsoft Corporation 7/24/2014 133 MEB  5.1.30514.0
[‘]3 Foldef HelpDesk Client To kalmstrom.com 7/18/2004 348MB  13.0.88

A

Microsoft Corporation 71187204 15.0.4569.1506

2 = 7724 12.2MEB  10.0.40219
TS24 15.2MEB 10.0.40219
772014 10.0.40303
71142004 15.0.4631.1002
7/9/2014 23.5MB  11.0.2316.0
7972014 144 MEB  11.1.20627.00
7/9/2014 168 ME  11.0.2100.60
7/9/2014 138 ME  11.0.2100.60

17 CONTACT

The solutions of kalmstrom.com are supposed to be very easy to deploy, use and
manage. However, if you have any kind of problem or questions about our software, there are
several ways of contacting us:

E-mail support@kalmstrom.com Technical issues
sales@kalmstrom.com General and sales issues
Telephone +46 739 206 106 Within USA: (800) 518-4155
Chat online www.kalmstrom.com

18 ARCHITECTURE

Folder HelpDesk consists of several files. These are usually located in a folder on a network drive,
where all users of Folder HelpDesk can access and execute them. The following description of the
Folder HelpDesk files is provided to give you a general understanding of the functions carried out by
each file.

18.1 FILES ON THE NETWORK DRIVE

FHDSynch.exe and its 64 bit version FHDSynch64.exe - This is the heart of Folder HelpDesk and
is running in the background when Folder HelpDesk is active in the public folder. When you step out
of the Folder HelpDesk public folder, it is unloaded. This application houses all functions required for
interacting with Outlook, forms and database. You can confirm if this application is currently running
by:

@ checking for ‘FHDSynch.exe’ in the Task Manager

@ seeing if the toolbar in the Folder HelpDesk folder is there. (In Outlook 2007 this

functionality is instead controlled by the Folder HelpDesk add-in.)

FHDSettings.exe — This is an administrator tool for defining Folder HelpDesk intrinsic settings such

as incident type, categories, responsible persons, caller list, ticket email templates, FAQ, sighatures
and other advance exchange and online web form settings.
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FHDExampleData.exe and its 64 bit version FHDExampleData64.exe - This is an application for
loading full-fledged demo examples to Folder HelpDesk (usually after a fresh installation) for
thorough testing and evaluation.

FHDClientSetup.msi — This is a client installer that must be run from every client system from
where Folder HelpDesk will be accessed. This installs several .dll files on the client, by default in a
kalmstrom.com folder under Program Files. The file may also be used for a central installation of the
client tools via Active Directory.

FHDCleanSubfolders.exe and its 64 bit version FHDCleanSubfolders64.exe - Run this file if
you want to permanently remove closed tickets subfolders. When you do you will be asked to define

created date(s) before or between which the subfolders will be removed.

FHDDB.sql - This is pre-defined SQL file used during installation if the user has selected an SQL
Server database.

FHDTicketForm.htm - This is the default Folder HelpDesk ticket HTML ticket form. Use this file
when you want to customize the ticket form, refer to Customize the Ticket HTML Form.

18.2 FILES FOR THE WEB FORM FEATURE — FHDONLINE FOLDER

default.aspx - The default page, see screenshot in the section about the Web form.
default.aspx.vb - ASPX script to process the user-entered data from the form. It creates/appends
two XML documents - masterTicket.xml, which has listed all the available tickets since it was last
read, and actual ticket data XML files (1.xml, 2.xml and so on).

cIsField.vb - ASPX class file for the attachment feature. Supplements the clsUpload.vb file.

clsUpload.vb - ASPX class file for the attachment feature.

IncProblemTypes.aspx—- Shows the Incident Type dropdown combo inside the default.aspx
page. Reads from PFHDCategores.xml (which is created by PFHDSetCategories.aspx)

FHDSetCategories.aspx - Writes the FHDCategories.xml file and is called from the
FHDSettings.exe when the settings are saved.

removeMasterXML.aspx - This file is called by the FHDSynch.exe application each time the
contents of the masterTicket.xml are read. It tries to remove all read ticket entries from the

masterTicket.xml file as well as the attachments related to those read tickets.

setMonitoringFlag.aspx — Monitors which Folder HelpDesk user is currently monitoring the web
form, to avoid conflicts.
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