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1 Overview

HDAccess is a self-help solution for your Customers. It provides them with an online interface to your help desk
offering user-friendly navigation and easy access to their Issues and your organization’s Help Desk Authority
Knowledge Base.

Through a standard internet connection and browser, an unlimited number of your Customers can;

Enter new Issues
Monitor the Status of their Issues
Perform Queries on their Issues

Access your Help Desk Authority Knowledge Base

By affording your Customers these capabilities, your organization can:

Control costs by reducing the number of phone calls your technicians must answer.

Reduce the number of new Issues by providing self-help via access to your Help Desk Authority
Knowledge Base.

Reduce the number of “Status” phone calls by enabling your Customers to check on the Status of their

Issues without calling your help desk.

~ Help Assels Logout/Login as a different user

Timeline Status
|NI lssues v| |Open vl lssue No
| |[ View ]
[= -
e
1 16 Open 3/28/2008 11:10 Update Date test SQL Server
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2 Logging into HDAccess

You can log into HDAccess in one of two capacities: Administrator or Customer. When you log in as an
Administrator, you have the ability to establish the parameters by which your Customers can submit and review
their Issues. When your Customers log in, they will be permitted to/limited from accessing the functions you (as an
Administrator) have defined, such as the ability to access the Knowledge Base or view the Message Board.

2.1 Logging in as a Customer

When you initially open HDAccess in your web browser, the Customer Login window is displayed:

Customer Logon Name ||

Password |

Enter your name and password in the appropriate fields (as defined on the HDAccess tab of the Customer window in
Help Desk Authority) and then click on Submit.

NOTE

The Register and Forgot Logon Name and/or Password links displayed in
the Customer Login window may be hidden from view. See Section 4.1.2
of this guide for instructions on disabling one or both of these links.

If you are a new HDAccess user, click on the Register link. HDAccess will display the Registration window, shown
below:

Fields marked with an asterisk [*] are required

Full Mame ‘

Company Name ‘

Fhone ‘

Ermail ‘

Logon Marme ‘

Pazsword ‘

Confirm Pagsword ‘

Submit | Cancel

Home

(For more information, see 2.1.1 Customer Registration and Validation.)

ScriptLogic Corporation Rev05012009
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If you forget your password, click on the Forgot Logon Name and/or Password link. HDAccess will display the
Forgot Logon Name and/or Password window, shown below:

If you have fargotten your lagon name and/or password, enter your email address
below.
Your information will be emailed to you.

Email Address ||

Submit Close

Enter your email address, and depending upon the settings in System Options, HDAccess will send an automatic
response. (For more information, see “Forgot Password Page Configuration Tab” in this user’s manual.)

NOTE
If your email settings have not been configured in the System Options

window by your System Administrator, the “Register” and “Forgot Logon
Name and/or Password” links will not be visible. Email configuration is
essential to the basic functionality of HDAccess and should be set up as a
first step by the System Administrator.

2.1.1 Customer Registration and Validation

Before your Customers can log in to HDAccess to review and submit Issues, they must first be validated. This can
be accomplished in one of two ways:

e Your Customers can register online. Their registration requests will be sent to Help Desk Authority where
they will be held in a “validation queue” where they can be “Approved” or “Denied” by the HDAccess

Administrator.

e You can validate them, without registration, via Customer Setup in Help Desk Authority.

These procedures are detailed in the sections that follow.

Rev05012009 ScriptLogic Corporation
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2.1.1.1 Validating Customers to use HDAccess

As mentioned earlier, Customer validation for HDAccess is done in Help Desk Authority. To validate your
Customers to use HDAccess, in Help Desk Authority, click on Setup | Customers. Select the Customer that you
want to validate and open the Customer — Edit window, shown below:

% Customer - Edit ‘:”:|E|

Customer Name  [Ellen Singer H ™ Inactive ‘

m Custom Fields r@ HDACCEss 6 Aigets @ Attachments i @ Contracts i @ Productsl

Company Hame ‘Marino Associates * Customer Code |
Location Name ‘Tempe ﬂ Title [Customer Service Representative
Department ‘ j Primary Phone |430'572'E‘5-”D

Address 1 [152 Royal Boulevard Secondary Phone |430-572-2452

Address 2 ‘

Mobile Number [450-672-1736

City ‘Tampe

Fax Humber |480—B?2—21 03

State/Province: ‘AI Email |esinger@marin0 com

Postal Code [35280

Country [Usa

Issue History |.._. Customer - 63 -

Comments

Click on the HDAccess tab and Help Desk Authority will display the window, shown below:

Customer - Edit

Customer Name |EIIen Singer & ™ Inactive |

@ General r@ Custamn Fields/m Aszets r@ Attachments r@ Contracts r@ Products]

—  Grant Customer HDAccess Login Privileges

Logon Hame |

Password |
™ Cannot Change Password ™ Wiew Companylssues
™ Must Change Password ™ View Departmentlssues
[ Active Directory User ™ View Location Issues

™ Disable single signon

Last Login

ScriptLogic Corporation Rev05012009
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Complete the information on the HDAccess tab, using the table below as a guideline.

Field

Description

Grant Customer HDAccess
Login Privilege

Check this box to allow the Customer to login to HDAccess. Checking this
box will enable all other fields in this window.

Login Name

Enter the name you want the Customer to use when logging into HDAccess.

Cannot Change Password

Check this box if you want to manage the Customer’s password. If you check
this box, the Customer’s Change Password option in the Tools menu will be
disabled.

Must Change Password

Check this box if you want to force the Customer to change his/her password.

Disable Single Signon

Check this box if you want to force the Customer to use their Active Directory
credentials to login.

View Company Issues

Check this box if you want to allow the Customer to view all Issues reported
by his/her Company.

View Department Issues

Check this box if you want to limit the Issues that the Customer can view to
only those reported by his/her Department.

View Location Issues

Check this box if you want to limit the Issues that the Customer can view to
only those reported by his/her Location.

Last Login

The Last Login field is display-only and shows the last date and time that the
Customer logged into HDAccess.

2.1.1.2 Customer Registration

Registration is done via HDAccess by the Customer. If a Customer has been validated in Help Desk Authority, there
is no need for him/her to register via HDAccess. However, if the Customer is not validated, when the login window
is displayed, he/she can click on the Register link. HDAccess will display the Registration window, shown below:

Fields marked with an asterisk [ are required.

Full Mame ||

Compary Mame |

Fhone |

Ermail

Logan Marme |

Passward |

Confirm Password |

Home

After completing the information, the Customer will click on Submit and the data will be sent to Help Desk
Authority. Help Desk Authority will look at the email address and compare it to those already in the database.

If the email address is already in the Help Desk Authority database, the following message will be displayed:

Rev05012009
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Microsoft Internet Explorer

! Specified Logon name already exists.Please try again with a different name.
e

If the Customer’s email address is not in the Help Desk Authority database, HDAccess will display the message
“Your registation to HDAccess has been evaluated and approved. You will be able to continue to submit any issues
using HDAccess.”

When the Customer receives this message, his/her information is sent to Help Desk Authority where the
Administrator can Approve or Deny the Customer’s access to HDAccess.

Customer registration information is held in a queue in Help Desk Authority. From this queue, the HDAccess
Administrator can choose to:

e  Approve validation for the Customer and retain all the Issues that he/she has submitted.
e Deny validation for the Customer and delete any Issues that he/she has submitted.
e Deny validation for the Customer and retain any Issues that he/she has submitted.

This queue can be accessed by clicking on Modules | HDAccess | HDAccess — Customer Validation. Help Desk
Authority will display the Registered Customers window, shown below:

Paul Simpson Titan Saftware psimpzoni@titan.c psimpson o
Jeannette Lowny | United Salution Pr | jlownw@usp.com flawry 1 114472005 3:40:43 Abd

Edit ][ Refresh ][ Close

ScriptLogic Corporation Rev05012009
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From this window you can edit each registration entry and approve or deny access to the HDAccess system. To edit
a registration entry, click on it and then click on Edit. Help Desk Authority will display the Customer Validation
window, shown below:

& Customer Validation

Full Hame  [Paul Simpson

L) (3]

Company Hame |

Primary Phone ||

Email

Logon Name |psimpson

[ Wiew Companylssues
[ Wiew Department Issues

" view Location Issues

" Open Customer Setup Window after Validation

Approve ] [Deny(DeIete)] [Dany(Retain)] [ Cancel ]

4

The information that the Customer entered in the Registration window will appear in the Customer Validation
window.

Next to the Company Name field is a browse button (E). When you click on Browse, Help Desk Authority will
display the Companies window, shown below, where you can search for the Company for which the Customer
works.

= Companies

Company Name

Email Domain
Main Phone

Camphel Company

Note: Enter full or partial search eriteria and click Search button.

City
State
Postal Code

J [

[ Search Reset ]

Na Cormpanies matching criteria were fonnd

Company Hame Email Domain Main Phone

|

To the right of the Browse button is a Match/No Match indicator. If the Company name that the Customer entered
is in the database, the indicator will display Match (. If the Company name is not in the database, the

indicator will display No Match .

In addition, the Customer Validation window contains the following checkboxes:

Rev05012009
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Checkbox

Description

View Company lIssues

Check this box to allow the Customer to view all Issues
reported by his/her Company.

View Department Issues

Check this box to allow the Customer to view only those
Issues reported by his/her Department.

View Location Issues

Check this box to allow the Customer to view only those
Issues reported by his/her Location.

Open Customer Setup Window After Validation Check this box to have Help Desk Authority automatically

open the Customer — Edit window immediately after
validating the Customer so that you can enter all pertinent
Customer information.

The function buttons at the bottom of the Customer Validation window allow you to do the following:

Click On To
Approve Approve and validate the Customer’s registration and accept any Issues that he/she has
submitted.
If the Company for which the Customer works is not in the database, Help Desk Authority
will display the message, shown below:
Customer, Validation
2 SSS"C‘}”JQQEEfi?T;'.S”3;;iQ;Ei”EI.EEF‘dﬁ?ﬁli!ﬁﬁ.ﬁ"éﬁ;”ﬂﬂ‘;Efni‘%i.i‘ifi‘1Eﬁﬁ?ﬁﬁ?ﬁ?ézilﬁéi';;izffh?s
operation.
Yes Mo | Cancel ‘
Click on Yes to create a new Company record. Initially, the new Company record will
contain only the Company Name. You can edit the record via Setup | Companies to
include additional Company information.
Click on No to create the Customer record without a Company.
Click on Cancel to cancel the validation process and return to the Customer Validation
window.
Deny (Delete) Decline the Customer’s registration and delete any Issues that he/she has submitted.

ScriptLogic Corporation
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Click On To

Deny (Retain) Decline the Customer’s registration and prohibit further access to HDAccess. If the
Customer has submitted Issues, HDAccess will display the message, shown below:

Customer Validation

Help Desk Autharity. Do you also wizh to retain lssues submitted by this Customer through HDAccess: Click "es'to retain
these lzsues. Click 'No' to delete them. Click 'Cancel to cancel this operation

“You have chosen to deny this person further access to HDAccess, while retaining them as a Customer in
E )

Yes No | Cancel |

Click on Yes to retain the Issues submitted by the Customer. Click on No to delete the
Issues submitted by the Customer. Click on Cancel to cancel the Operation and return to
the Customer Validation window.

Cancel Cancel the validation process and return to the Registered Customer window.

2.2 Logging in as an Administrator

When you open HDAccess in your web browser, the Customer Logon window is displayed:

Customer Logon Name | &
Password

# Reqister # Forgot Logon Name and/or Passward
» Click here if you are a Help Desk Authority Admiristrator

To login as an Administrator, click on the_Click here if you are a Help Desk Authority Administrator link.
HDAccess will display the Administrator login window, shown below:

HD Authority User Logon Name || | @

Password

# Click here if you are 8 HDAccess User

In the Logon Name and Password fields, enter your logon name and password as defined in the User Setup window
in Help Desk Authority, shown below:

Rev05012009 ScriptLogic Corporation
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%4 User Setup - Edit

Full Hame [Charles Cane  * Primary Phone [#12372-9680
Primary Email [coore@sdrackcom Sccondary Phone  [112-853.4814
AttMotity Emait [ Mobile Number [412-825.4267

MAddress [ FaxHumber [#12-372.0578

IM System ’— [ Inactive

foups and Privieges | - Comaent | Skil
Logon Name [ccone [T Allow Windows Login

,,,,, [ Allow Web Login

I Allow BridgeWeb Lite Lagin
[~ Active Directory User
[ Account Locked

[” user must change Password

Last Logon Date:

If you are not defined as a Help Desk Authority User, you will be unable to log into HDAccess as an Administrator.

ScriptLogic Corporation Rev05012009
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3 Customizing HDAccess for your
Organization and your Customers

HDAccess gives you the ability to tailor the software to best meet your needs as well as the needs of your
Customers. You can define screen layouts on a per Company basis and each layout can be configured to allow your
Customers to view and enter the information that you specify.

3.1 System Options

The settings defined in the System Options window will apply to all of your Customers who use HDAccess. System
Options enables you to do the following:

e  Set up contact information for your Customers including your email link, company address and phone
number, and your website address.

e  Select whether or not you want your Customers to view the Help Desk Authority Message Board.

e  Select whether or not you want your Customers to view the Help Desk Authority Knowledge Base.
e  Set up auto-responses for those Customers who forget their passwords.

e  Select whether or not you want Customers to register themselves from the Customer login window.
e Include your Company’s logo in the screen header and sign on screens.

o Choose the Activity Types and Activity fields that you want to make available to your Customers.

Rev05012009 ScriptLogic Corporation
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To access the System Options window, click on Tools | Setup | System Options. HDAccess will display the
System Options window, shown below:

Email Corfiguration | General Logo Settings | |ssue Activity Settings = Report Settings |

From Name |Hel|::n Desk Email

From Email Address |Q.-“¢est @kemma.com

SMTP Server |'.\rww.kernma.ccm

My Server Requires Authentication

SMTP User Name |qatest

Password |"'""

-

Change

Forgot Password Subject |HEFE is your new password

Forgot Password Message [login

Here is the new password. Please make sure to reset this once you

[

Customer Registration Subject |You have been successfully registered

Customer Registration Message

fou have been successfully registerad

K1 0o

Customer Approval Subject [You have been approved

Customer Approval Message

fou have been approved

Customer Support

Signature Block |ScriptLogic Co

Kl DIREN OO

The System Options window is comprised of five tabs. They are:

Email Configuration
General

Logo Settings

Issue Activity Settings
Report Settings

Each of these tabs is described in detail in the sections that follow.

ScriptLogic Corporation
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3.1.1

Email Configuration

When the System Options window is opened, the Email Configuration tab, shown below, is displayed:

Email Canfiguration

From Name |He||:: Desk Email

From Email Address |Q.P¢est @kemma.com

SMTP Server |www.kemma.com

My Server Requires Authertication

SMTP User Name |qatest

Password |"'"'"

Change

Forgot Password Subject |Here is your new password

Forgot Password Message (login

Here iz the new password. Please make sure to reset this once you

Customer Registration Subject |You have been successfully registered

fou have been successfully registerad
Customer Registration Message

Customer &pproval Subject |You have been approved

fou have been approved
Customer Approval Message

Customer Support
Signature Block |ScriptLogic Co

K CINET CIRENRET DIRENRET DIy

Email is a critical component of HDAccess. When a Customer registers for self-help through HDAccess, they
receive an email to notify them of their successful registration and ultimately, approval. If they forget their
password, they are notified via email of their new (reset) password. Knowledge Base articles can be forwarded by
email, which facilitates greater communication between Customers. For all of these reasons, it is essential to
properly configure your email parameters on the Email Configuration tab of the System Options window.

Rev05012009
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On this tab, you will configure the following fields:

Field

Description

From Name

Enter the name that you want to display in the “From” line of your email message.

From Email Address

Enter the address from where the email message is being sent.

SMTP Server

Enter your SMTP server name.

Authentication Checkbox

Check the “My Server Requires Authentication” checkbox if your SMTP server
requires authentication before sending mail.

SMTP User Name

Enter the user name for the account that will be sending mail on the SMTP server.

Password

The Password field is display-only. It is populated by clicking on the Change link
to the right of the field and then assigning and confirming a new Password.

Forgot Password Subject

When a Customer requests his forgotten password, this is the subject of the email he
or she will receive notifying them of their new password.

Forgot Password Message

You can optionally specify a message for the user to receive in the email containing
their new password. HDAccess will automatically generate a brief message giving
them the new password.

Customer Registration
Subject

When a Customer first registers for access to HDAccess, this is the subject of the
email they will receive to confirm their registration.

Customer Registration
Message

When the Customer first registers, you can specify a brief message that they will
receive in their registration email.

Customer Approval Subject

When you approve a Customer’s registration, they will receive an email notifying
them that the registration was approved. This field specifies the subject for that
email.

Customer Approval
Message

When you approve a Customer’s registration, you can optionally specify a brief
message to appear in the body of their approval email.

Signature Block

When one of the above emails are generated by HDAccess, this will be the signature
block that will appear after the Message Body.

ScriptLogic Corporation
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3.1.2 General Tab

Contact Us Page Options

Email Link |5uppurt123@kemma.cum |

CﬂmﬂE_ln‘.-’ 2919 East Hardies Fioad
Information |Gibsonia, P4 15044

Phone: 724 443 5500
FAX: 724 443 5560

Company ; - -
VWebsite |hﬁp.ffwww.smptlnglc.cum

F Digplay Message Board

Digplay Knowledge Base

Display Register Link

Digplay Forgot Logon Mame and.for Password Link
Digplay Close Link on View / Modify |ssue Screen
Digplay My Open |zsues on Startup

] Do net include Logan Mame on "Forgot Password” Email

[ Save || Close |

The General tab contains basic information about your HDAccess configuration.

e Inthe Email Link field, enter the email address you want your Customers to use when contacting your
help desk.

¢ Inthe Company Information text field, enter any contact information that you want your Customers to
see. In the Company Website field, enter your organization’s website address.

Rev05012009 ScriptLogic Corporation
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e Check the Display Message Board box if you want to include the Message Board (created in Help Desk
Authority). The Message Board headlines will be displayed across the top of your Customers’ screens and
they will be able to view the Message Board, when they click on the Read the Message link.

e  Check the Display Knowledge Base box if you want the Knowledge Base to be available for your
Customers to see. The Knowledge Base will be accessed from the HDAccess Tools menu item.

e  Check the Display Register Link box if you want your Customers to have the option to create their own
login id and password from the main login page of HDAccess.

e  Check the Display Forgot Logon Name and/or Password Link box if you want Customers to request
their login information be emailed to them from the help desk.

The information entered on the General tab will be presented to your Customers as detailed in the sections that
follow.

Your contact information will be displayed when your Customers click on Help | Contact Us. HDAccess will
display the Contact Us window, shown below:

<2 Contact Us - Microsoft Internet Explorer |:||:,[g|

Company Addrezz Kemma Softwars
2919 East Hardies Road
Gibzonia, P& 15044
724-443-5900

Email supportEkemnma. com

When your Customers click on Help | Company Website, they will be linked to the website address specified in the
Company Website field.

If you checked the Display Message Board box, the message board headline created in Help Desk Authority, will

Scriptlogic Introdues Help Desk Autharity 51 Ty

be displayed as shown in the example below:

Assets Logout/Login as a different user

In order for the Headline and Message to be displayed in HDAccess, you must specify to do so in the Manage
Message Board window in Help Desk Authority for Windows or Web. This window is shown below:

ScriptLogic Corporation Rev05012009
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@ Manage Message Board

Server Down for Maintenance

Title Yiew Option Start Date/Time End Date/Time

Help Desk Aut | 4/17/2009 1200 8K | 5/31/2009 T1:59 P

Sample Help Desk Authority Headline | Help Desk Aut  [4/7/200312:00 AM | 5/31/2009 11:59 P

Mew Upgrade available for HDAzzet

Help Desk Aut (441772009 12004 | 5/31/2003 11:53 PM

ScriptLogic Introduces Help Desk Aut | Both AA7/200912:00 40 | 5/31/2009 11:59 P

ScriptLogic Introduces Help Desk Aut | Help Desk Aut [4/7/200312:00 AM | 5/31/2009 11:59 P

Set Sequence

In the Manage Message Board window, click on the Message that you want to display in HDAccess, and then click
on Edit. Help Desk Authority will display the Message — Edit window, shown below:

3 Message - Edit

Message Details

view option [N~

Title Headline

SeriptLogic Introduces Help Desk Autharity 5.1 Ll

Message

ScriptLogic announces the upgrade of Help Desk
Authority 5.0 to version 8.1. The highlight of Help Desk
Autharity 5.1 is the integration of HDAzsets into Help
Desk Authority.

Date Entered 1203002005 10:40 Ak

Start Date/Time |

*

41772009 12:00 AM W

End Date/Time |

5f3172009 11:59 P w

’ Ok ] [ Cancel

Rev05012009
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From the View Option drop-down menu, choose one of the following:

Choose To

Help Desk Authority Display the Headline and Message in Help Desk Authority only.

HDAccess Display the Headline and Message in HDAccess only.

Both Display the Headline and Message in both Help Desk Authority and HDAccess.

For any Headlines that you have selected to display in HDAccess, when your Customers position their cursor over
the Headline, the Read the Message link will be displayed. Clicking on this link will display the full message
board, as shown in the example below:

ScriptLogic Introduces Help Desk Authority 8.1

ScriptLogic announces the uparade of Help Desk Authority 8.0 to version 8.1. The highlight of Help Desk
Authority 8.1 is the integration of HDAssets into Help Desk Authority.

If you checked the Display Knowledge Base box, all Knowledge Base Articles that were not reserved for Internal
Use Only in the Help Desk Authority will be available through the Knowledge Base menu shown below.

ScriptLogic Introdues Help Desk Autharity 51 Ty

+ Tools +Help Assets Logout/Login as a different user

The Login screen for HDAccess will display the Register link and the Forgot Logon Name and/or Password link
if these boxes have been checked.

Customer Logon Name | @
Passwaord

» Reqister » Forgot Logon Name and/or Password

» Click here if you are a Help Desk Authority Administrator

ScriptLogic Corporation Rev05012009
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3.1.3 Logo Settings Tab

The Logo Settings tab in the System Options window is where you can personalize your HDAccess windows by
displaying your organization’s name and logo. To change the name and logo, click on the Logo Settings tab in the
System Options window. HDAccess will display a window like the one shown below:

Email Corfiguration General = Logo Settings | lssue Activity Settings  Report Settings

Header Logo
i

[t
e

Curent Header Logo Image
Flease use an image of size (Width:426, Height:67).

Logon Screen Logo

al06ic

Curment Logon Screen Logo Image
Please use an image of size (Width:100, Height:50).

[Apply | [ Restore Defaults |

The Header Logo panel is where you choose the Header that will appear on the top of each HDAccess window.
The size of the graphic for the Header Logo should be: Width - 625, Height - 67. The Logon Screen Logo panel is
where you choose the logo that will appear on the HDAccess logon screen. The size for the graphic for the Logon
Screen Logo should be: Width - 100, Height - 90.

NOTE

Any type of graphics file that is supported by Web Browsers can be used
for the Header Logo and Logon Screen Logo. We recommend the .gif and
.jpg file types. These are the most common and provide the best
resolution when viewed using a browser.

To select afile, click on Browse. HDAccess will display a standard Windows directory, like the one shown below:

Rev05012009 ScriptLogic Corporation
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Open
Laok in: ‘ (5 My Documents 7 | @ @ Q [y v Todks -
@ Mame = Size | Type [rate Modified # |
| Ealhr.g\f 13KB GIF Image 10/28/2005 9:
B"OYCE;E;:; %] emaildetais. gif 12KB  GIF Image 10/14/2005 71
Iﬂ emailhistory.jpg 123KE Paint Shop Photo Al...  10/18/2005 1C
Esmailhisturytab‘gif 19KE GIF Image 10/13/2005 11
@ Eemail\ug‘gif 13KE GIF Image 10/13/2005 1
Deskiop Eamail\nghr‘gi?‘ 13KB GIF Image 10/26/20053:
Iﬂ emaiqueue.jpg 99 KB  Paint Shop Photo Al...  10/18/2005 1C
-'\,} emailqusnsicen, gif 2KE  GIF Image 10/14/2005 &
L emailqueuewindow, gif 16 KB GIF Image 10/14/2005 &;
My Documents || |w) emailsettings  gif 15KE  GIF Image 10/25/2005 12
m emailsettings. jpg 37KB  Paint Shop Photo Al...  9/6/2005 10:1
E_! Eamallsettmgswmdﬂw‘glF 15KB GIF Image 10/25/2005 12
@amailsetup.doc 95 KB Microsoft Word Doc,,,  9/6/2005 &:31
My COmPUEEr | | cruailsetup.jpg TSKE  Paint Shop Photo &1, 9/52005 5:29 % |
@ < I | 3
File name: -
Iy Metwark, : | _ | Spen
Places Files of bype: Cancel

Click on the file that you want to use for the logo and then click on Open. The path and file name will appear in the

Browse box on the Logo Settings tab. Click on Select and then click on Apply.

Your organization’s name and logo will now appear on the HDAccess windows. The example below shows the
sample Company’s (ScriptLogic) name and logo.

- HE‘||:|

Customer Logon Mame ||

Password | |

& Forgot Logon Name and./or Password
u are a Help Desk Authority Administrator

L ister
& Click here f

Help Desk Software | Customer Service Software Powered by Help Desk Authority Suite

as & different user

ScriptLogic Corporation
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3.1.4 Issue Activity Settings Tab

You may not want your Customers to be able to view all Activity Types that you have defined in Help Desk
Authority. The Issue Activity Settings tab enables you to select the Activity Types and Activity Fields that you want
to permit your Customers to view.

When you click on the Issue Activity Settings tab, HDAccess will display the window,

General Forgot Password Page Configuration . Themes  Logo Settings | |ssue Activity Settings | Report Settings

Activily Types Setting
Select Actifity Types by maving them to the right.

100 Dollar Per Hour Activ Bug Correction -
Cost Per Incident Activit: Bug Detection
FLDCHG_IS_STATUS Cancel lssue
> | Customer Mote
¢ | |Enhancement Reques
Install Hardware Part
Meeting - Internal
Meeting - With Custol s

Activity Fields Setting

Use up and down arows o change the sequence.

Date/Time |

Activity Type @
Cost
O Activity Mote

Save | Close

-

shown below:

The top portion of the window allows you to choose the Activity Types that your Customers will be allowed to

view:

Aclivity Types Selting
Select Actifity Types by moving them to the right.

100 Dallar Per Hour A 4 Bug Correction

Cancel Issue Bug Detection

Cost Per Incident Act Ernhancement Reguest
FLDCHG |5_STATUS * | | Install Hardware Part
lssue Entered ¢ | |Meeting - With Custorne
Meeting - Internal Site Wisit

Mote Telephone Support

Order Hardware Part +

Move the Issue Activity Types that you want to permit your Customers to view from the left list box to the right list

box. Use the left (<) and right (}) arrow keys to move the Activity Types back and forth between list boxes.

Rev05012009
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The bottom portion of the window allows you to choose the Issue Activity fields that will be displayed for your

Customers as well as the order in which they will appear:

Achivity Fields Setting

Use up and down anows to change the sequence.

Date/Time |

Activity Type @
(4] Cost

Activity Hote

Tirne Spent @
| Activity Billable

Enterad By

Use the Shift ey with Up/Down keys to change the sequence.

In the example below, the HDAccess Administrator has permitted Customers to view the following Issue Activity

Types:
e Enhancement Request
e Install Hardware Part
e  Meeting — With Customer
e Site Visit
e Telephone Support

Activity Types Setting
Select Actifity Tepes by maving them ta the right.

Enhancement Request
Install Hardware Part

FLDCHG_IS_STATUS A
Issue Entered

Meeting - Internal Meeting - ¥yith Custorme

Mote > | site wisit
Order Hardware Part <
Send Documentation

Bug Correction

Telephone Suppart

The Administrator has also permitted Customers to view the following Activity fields:

Date/Time
Activity Types
Time Spent
Activity Billable

Activity Fields Setting

Use up and down anows to change the sequence.

Drate/Time |

Activity Type @
(4] Cost

(| Activity Mate

Tirme Spent @
Activity Billable

(] Entered By

Use the Shift key with Up/Down keys to change the sequence.

ScriptLogic Corporation
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When the Customer logs into HDAccess to view Issues, the window below shows an example of what he/she will

See:

lssue | Activities | Attachments

Date o Acti B

11/1/2005 2:46:58 PM Enhancernent Request onn:4:00
117172005 2:47:50 PM  Install Hardware Part o00:2:00 Yes
Q00:1:00 Yes

11/1/2005 2:48:56 PM  Meeting - With Customer

Activity Total Time  |000:8:00

Add Mote

ScriptLogic Corporation
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3.1.5 Report Settings Tab

When a Customer is viewing Issues, he/she has the option of printing the Issues in report format. This is enabled
when the Customer clicks on Print Selected Issues or Print All Issues in the View Issues window, as shown in the

example below:

Check &l Uncheck &l

[CICIT)
u [ Print Selected lssues H Print All Issues D

B g Titan Software, Inc. Research & Development Adam Cox January 17, 2005 ®-Track Sales  Low Aueratec Ho
[] 11 Titan Software, Inc, Research & Development Adam Gox January 17, 2005 aschmitt #-Track Sales Medium Brother Fax
[0 2%  Titan Software, Inc. Research & Development Adam Cox January 17, 2005 asharpe R-Track QA High  Canon Print
[0 47  Titan Software, Inc. Research & Development Adam Cox June 02, 2005 #-Track Budget High  Canon Print
[0 88  Titsn Software, Inc. Research & Development Adam Cox August 23, 2005

[0 83  Titsn Software, Inc. Research & Development Adam Cox August 24, 2005

30 Titan Software, Inc Research & Development Adam Sox August 24, 2005 1

[] 81  Titan Software, Inc. Research & Development Adam Cox August 24, 2005

[0 92 Titsn Software, Inc. Research & Development Adam Cox August 24, 2005

[0 24  Titan Software, Inc. Research & Development Adam Cox August 24, 2005

page |1 ¥ |of3.

The settings for the report are determined by the HDAccess Administrator. On the Report Settings tab, you can
select the Report Type, Viewer Type, and any graphic files you would like to include in the header of the report
(e.g., your organization’s logo). When you click on the Report Settings tab, HDAccess will display the window

shown below:

Repart Type
Feport Type | Standard »

Wiewer Type
Wiewer Type | Activerliewear

Feport Logo

Browse...

A k

Current Report Logo Image

Fleaze uze an image of size MWidth: 426, Height:E7).

Apphy Festore Defaults Femowve

General  Forgot Password Page Configuration . Themes  Logo Settings  [ssue Activity Settings | Feport Settings

Select

ScriptLogic Corporation
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In the Viewer Type drop-down menu, select which viewer you want your Customers to see when viewing their
reports. You may choose either ActiveX Viewer or Html Viewer.

ActiveX Viewer is the report viewer used with Active Reports. If you select this Report Type, when your

Customers run the Issue report, they will be prompted to install the ActiveX Viewer.

Internet Explorer - Security Warning

Do you want to install this software?
Mame: ActiveReports 2.0 Viewer Activex
Publisher: Data Dynamics, Ltd.

Mﬂrenptlnns [ Install J L Don't Install J

@ ‘While files from the Internet can be useful, this file type can potentially harm

yaour computer. Only install saftware From publishers wou trust, What's the risk?

When the ActiveX Viewer is installed the Issues Report will be displayed as shown in the example below:

Fomward

E|éErint ||D|M‘|:|

1 2

11114120086 2:26:48 PM

Issue No ;90
Receired On August 24, 2005
Status CLOSED

Issues Report

@laalw: = M (¢ ©

&

T | N

Activities on Issue Number 90

Date/Time /2472005 8:55:17 AM

Activity Type 100 Dallar Per Hour Activity
Cost 2800

Activity Note

Time Spent 1:3:34

Activity Billable Mo

Entered By

Date/Time 11/8/2005 7:55:10 AM
Activity Type lssue Closed
Cost 1}

Rev05012009
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Notice the toolbar at the top of the viewer. By using the ActiveX Viewer, your Customers are offered more viewing

options than those available with the Html Viewer. An example of the Html Viewer is shown below:

Issue No
Received On
Status

;90

T August 24, 2005

: CLOSED

@ G0 Tn:nF 1 @ F\nd:l:l

Activities on Issue Number 90

DatefTime
Activity Type
Cost
Activity MNote
Time Spent
Activity Billable
Entered By

1 B/2472005 8:55:17 Al
: 100 Dallar Per Hour Activity

;2800

© 133
: No

Date/Tirne
Activity Type
Cost
Activity MNote
Time Spent
Activity Billable
Entered By

© 11/8/2005 7:55:10 AM

: Issue Closed
: 0

: lssue Closed by Customer acox (Adam Cox)

: 000:00:00
: Mo

Activity Total Time

© 1334

-

In the Report Logo panel, you can personalize your HDAccess reports by including your organization’s name and
logo at the top of the report. The size of the graphic file should be: Width — 426, Height — 67. To select a graphics
file, click on Browse. HDAccess will display a standard Windows directory, like the one shown below:

Choose file

©

My Recent
Documents

R

Desktop
My Documents

by Metwork
Flaces

Look in: ‘@ p Documents

&« ®EerE-

RIX]

:] activityentered. gif

:] activitylog.gif

.:] addingact. g
%] addissue. gif

:] activitynoteadd. gif .:] afs.gif

:] ackivitynoteedit, gif .:] afsexample.gif

:] activitykab, gif .:] aft.gif

:] activitybypes. gif .:] ainuse. gif

:] activitybypessetting. gif C] alloptions . gif

:] acttottime, gif .:] aman.gf

:] addaddress.gif .:] amma.gif

:] addass.gif .:] ana.gif

) addasset . gif =] and. aif

:] addassman, gif .:] anoteadd. gif

:] addasspop.af .:] apc.gif

:] addcustomer. gif .:] apcpop. gif

:] addcustomerpop. gif .:] art.gif

< >
File name: ‘ ﬂ Open |
Filess of type: |l Files [~) Ea Cancel

ScriptLogic Corporation
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NOTE

Any type of graphics file that is supported by Web Browsers can be used
for the Report Logo. We recommend the .gif and .jpg file types. These
are the most common and provide the best resolution when viewed using a

browser.

Click on the graphics file that you want to use for the logo and then click on Open. The path and file name will
appear in the Browse box. Click on Select and then click on Apply. Your organization’s name and/or logo will
now appear on the HDAccess reports. The example below shows the sample company’s (X-Track Corporation)

name and logo.

AX-TRACK
CORPORATION

Issue No HE
Received On ¢ January 17, 2005

Activities on Issue Number 8

Activity Total Time : 000:00:00

Rev05012009
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4 Defining Layouts

Because you may not want all of your Customers to be able to view the same Issue information, HDAccess enables
you to define layouts on a per Company basis.

When you initially log in to HDAccess, the Define Layouts window will be displayed. This window can also be

accessed by clicking on Tools | Setup | Define Layout.

Choose a lapout

H¥-Track Corporation Layout
Titan Software Layout
Techno-Specialties Layout
Metropolitan Consulting Layout
General Systems Integration Layout
Central Solutions Layout

Wingergreen Software Layout

LIS Dimensions Layout

Rainbow Software Layout ¥

Prensiew Al

* Current Detault Layout i Standard Layout

The Define Layouts window shows all HDAccess Layouts that have been defined for your organization.

The first selection in the list is “Standard Layout” which is the HDAccess default Layout. This layout is installed
with your HDAccess software and it cannot be edited or deleted.

If you want to select a different layout as the default, click on it in the list and then click on Set As Default. The
current default layout name is always displayed at the bottom of the Define Layouts window, as shown in the
example below:

Choose a layaut,

Standard Layout

|4-Track Corparation Layout
Titan Software Layout
Techno-Specialties Layout
Metropolitan Consulting Layout
General Systerns Integration Layout
Central Solutions Layout
Wiintergreen Software Layout

LIS Dimensions Layout

Rainbow Software Layout

(

SethAs Default™

) (P ) (A (£ (Tt )

™ Current Default Layout is: Wintergreen Software Layout

ScriptLogic Corporation
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4.1 Defining a New Layout

To define a new Layout, click on Add in the Define Layouts window. HDAccess will display the Customize Layout
window shown below:

Lapaut Name
lssue No
[0 |ReceivedOn
[ | Assigned User v ] F F
(] Priority b .} ] O
] Carmpany F
] Customer .}
D Summary j D D D
Change Seguence Add Fields Done

The Customize Layout window initially shows the definition for the HDAccess default, “Standard Layout”. In the
Layout Name field, enter a unique name for the Layout. This field is required. The grid in the window displays
seven columns, described below:

Column Description

Delete The Delete column contains a checkbox. Check each box for the fields that you do not want
to appear in the Layout. If the checkbox is disabled (i.e., grayed-out), you are not permitted
to delete it.
To remove the fields from the grid, and thus from the Layout, click on Remove. All fields
with a check in the Delete column will be removed.

Field Name This is the name of the Issue field.

Default Value

If you want the Issue field to automatically populate with a specified value, indicate that
value here. If a default value is not permitted, you will be unable to position your cursor in
the field. Otherwise, you can select a value from a drop-down menu, or type in the text that
you want to use as the default.

Required If you want to make a field entry required, place a checkmark in the Required column. At
Issue entry time, if your Customer does not make an entry in a required field he/she will be
unable to save the Issue.

Read Only If you want to make an Issue field read-only, place a check in the Read Only column.
When a field is designated as read-only, your Customers will be able to view it when
looking at their Issues, but at Issue entry time, the field will be disabled.

Searchable If you want your Customers to be able to use the field when specifying search criteria, place
a check in the Searchable column.

Printable If you want your Customers to be able to print the field on his/her Issue reports, place a
check in the Printable column.

Rev05012009
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4.1.1 Adding Fields to a Layout

If you want to give your Customers access to additional Issue fields, click on Add Fields. HDAccess will display
the Add Fields window, shown below:

Reaular Fields | Custom Fields

Asset

Assigned Group
Category
Custorner Contract
Department
Due Date
Issue Type
Location

Phane

Ol (i R ] JE (] Wi

Save Close

The Add Fields window is divided into two tabs: Regular Fields and Custom Fields. The Regular Fields tab lists
all Help Desk Authority Issue fields to which you can give your Customers access. The Custom Fields tab show the
custom Issue fields defined by your organization in Help Desk Authority (for more information, see “Custom Fields”
in the Help Desk Authority User’s Manual).

Place a check next to each field that you want to add to the Layout, on both the Regular Fields and Custom Fields
tabs and then click on Save. HDAccess will add the new fields to the grid in the Customize Layout window.
Complete the selections in the grid columns for the new fields.
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4.1.2 Sequencing Fields

After selecting all of the Issue fields that you want to include in your Layout, you can sequence them in any order
that you like. The order that you select will be used horizontally from left to right when your Customers view
Issues, and vertically when you Customers submit Issues, as shown in the examples below:

Viewing Issues Example

| a 8 Titan Software, Inc, Research & Developrnent Adar Cox  January 17, 2005 H-Track Sales  Low Auverstec
[[] 11  Titan Software, Inc. Research & Development Adam Cox  January 17, 2005 aschmitt #-Track Sales  Medium Brother F:
[] 22  Titan Software, Inc, Research & Development Adam Cox  January 17, 2005 asharpe H-Track QA High  Canon Pri
[] 4z  Titan Software, Inc. Research & Development Adam Cox  June 02, 2005 ¥-Track Budget High  Canon Pri
[0 67  Titan Software, Inc. Purchasing Terry Carick June 17, 2005 H-Track Sales  High
[] &3  Titan Software, Inc. Quality Assurance Walter Cobb June 23, 2005 #-Track Budget Medium

Submitting Issues Example

lssue | Attachments

Issue No [139

Company |Tilan Software, Inc.

Department ~
Customer |Adam Cox

Received On |11."2."ZUD5 41752 P

Azzigned User ~

LCateqgory v

Priority -

Asset -

Summary []

[+

If you want to change the sequence of the Issue fields, click on Change Sequence in the Customize Layout window.
HDAccess will display the Change Sequence window, shown below:

Use up and down arows ta change the sequence.

“Use shift + Up / Down arrow keys bo change sequence using keyboard

Issue Mo
Received On
Assigned User
Priarity
Company
Customer

Save

©

Close

This window lists all fields that have been selected for the Layout. To change the position of a field within the list,

click on the field and then use the up (®) and down (®) arrows to move the field to the correct position.

Rev05012009
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When you are satisfied with the fields’ positions, click on Save. HDAccess will re-sequence the fields in the grid in
the Customize Layout window to reflect your changes.

4.1.3 Assigning HDAccess Layouts to Companies

When your HDAccess Layouts have been defined in HDAccess, they will be available for selection in Help Desk
Authority. This selection can be made on a per Company basis. To select a Layout for a Company, in Help Desk
Authority click on Setup | Companies. Select the Company to which you want to assign a Layout and then in the
Company — Edit window, click on the HDAccess Layout drop-down menu.

= Company - Edit ['._||E|E|
Company Name |Lenn0>< Designers H ™ Inactive
p E Eenera I 5 Custom Fields r@ Custamers r@ Locations ]/tﬁ Departments r@ Cantracts r@ Products r@ Azzets r@ .-’-‘n.ltachl
Company Information
~
Company Code | Default Location |Atlarrta j
Main Phone |4|34.459_3334 Atlanta
148 Watson Drive
. Atlanta
Main Fax |404-865-8335 GA
USA
Email Domain [lennoxdesigners.com 30301
HDAccess Layout |Kemma Layout j
— o
Issue History |view Al () =] & -
Comments =
b
< >
QK ] [ Cancel

This menu will contain all Layouts that you have defined in HDAccess along with the Standard Layout that comes
with the HDAccess installation. From the HDAccess Layout drop-down menu select the Layout that you want to
assign to the Company. After saving, each time a Customer from this Company logs into HDAccess, they will be
presented with this Layout.

NOTE

If a Customer is validated as a HDAccess user, but is not affiliated with a
Company, the Layout that is defined as the default will be used. If no
default is defined, the “Standard” HDAccess Layout will be used.
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5 Viewing Issues

After logging in as a Customer, HDAccess will display the View Issues window, shown below:

View Timeline Status
My lzzues | | Alllszues | [ Alllssues £ lesue No
More Search Criteria | Wiew
[J Submit New lszue

The search criteria fields in this window are described below:

Field Description

View From the drop-down menu, the Customer can select to view his/her Issues or all
Issues reported by his/her Company (depending on the options that the HDAccess
Administrator has selected for the Customer). This option is determined by the
settings on the HDAccess tab in the Customer window in Help Desk Authority.
(For more information, see “Validating Customers to use HDAccess” in this user’s
manual.)

Timeline From the Timeline drop-down menu, the Customer can select the age of the Issues
that he/she wants to view.

Status From the Status drop-down menu, the Customer can choose which of the four
Help Desk Authority Issue Statuses he/she wants to view (Open, Closed,
Suspended, or Pending, or he/she can choose to view all Issues.)

Issue No The Customer can enter a specific Issue Number and then click on View to see one
Issue in particular. The Customer can also click the “Submit New Issue” link in
this section to submit a new Issue.
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Field

Description

More Search Criteria

When the Customer clicks on the Browse button (E]), HDAccess will display the
More Search Criteria window, shown below:

23 More Search Criteria - Microsoft Internet Explorer,

To refine your search, choose any/all the three fields and
specify the criteria in the element(s) which will be shown on the right side.

Done || Cancel

From any or all three of the drop-down menus, the Customer can select additional
fields to use as search criteria. The Customer may choose from Assigned User,
Category, Priority, Asset, Summary, and Status.

After a selection is made, HDAccess will display another drop-down menu to the
right, where the Customer can choose a value.

When all selections have been made in the More Search Criteria window, click on Done. Then, in the View Issues
table, click on Search. HDAccess will display all Issues satisfying the specified criteria. The Issues will be
displayed in the format specified in the Customize Layout window. (For more information, see “Defining a New
Layout” in this user’s manual.) An example is shown below:

Timeline Status

|A\I Issues Vl |Alllssues V‘ Issue No

)
0

[ [ionue o] company | Depariment | curtomer| Recsived On | Aesigned eer|_oatagors [pionits]

]
O
]
O
]|
]
O
g
]
O

8 Tian Software, Inc Research & Development Adam Cosx January 17, 2005 H-Track Sales  Low Averstac No
11 Titan Software, Inc. Research & Development Adam Cox January 17, 2005 aschmitt ¥-Track Sales Medium Brother Fax
23 Titan Software, Inc. Research & Development Adam Cox January 17, 2005 asharpe R-Track G High  Canon Print
47 Titan Software, Inc. Research & Development Adam Cox June 02, 2005 H-Track Budget High  Canon Print

88 Titan Software, Inc Research # Development Adam Cax August 23, 2005
a9 Titan Software, Inc. Research & Development Adam Cox August 24, 2005
a0 Titan Software, Inc. Research & Developrnent Adam Cax August 24, 2005 1
Titan Software, Inc. Research # Development Adam Cax August 24, 2005
Titan Software, Inc. Research & Development Adam Cox August 24, 2005

#4  Titan Software, Inc, Research & Development Adam Gox August 24, 2005

Check &I Uncheck &1l

page | ¥ ofa.

PWOO®

Wiew || Frint Selected lssues [ Print All lssues

ScriptLogic Corporation
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5.1 The View Issue Window

As discussed above, after your Customers enter their search criteria and then click on Search, HDAccess will

display the results in a View Issues window, like the one shown below:

Timeline Status
|.Nllssues v||0pen v| lssue No
| [ view]
| [= A
[ tssucho | Product | Status | Sub-Stotus | Receivedon | Summary | Doms |
1 16 Open 3/28/2008 11:10 Update Date test SQL Server

Check Al Uncheck Al

Kl ]
Page of 1.

[View |[  PrintSelectedlssues ][ PrintAll Issues

J

From this point, your Customers can edit, view, and print their Issues.

Rev05012009
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5.1.1 Editing Issues

To edit an Issue, select it in the View Issue window by checking the box in the left-most column of the grid. After
the Issue has been selected, click on the View button at the bottom of the window. HDAccess will display the
View/Modify Issue window, shown below:

lssue | Activities . Attachments

I+]

lzsue Mo |S1

Compary |T|tan Saftware, Inc.

Depatment | Research & Development e

Customer |Adam Cax

Received On |S/24/2DDS B:57:18 AM

Aazigned User w
Lategory hd
PFriarity w
Aszet v
Summary ;I !
1

All fields that have been defined in the Layout are displayed. The fields that the Customer is not permitted to edit
are disabled.

The Activities tab shows the Activities that are associated with the Issue. Only the Activities with the Type(s)
specified in the Layout are displayed.

lssue | Activities | Attachments

11/8/2005 8:37:36 AM Enhancement Request 3:00:00 res

11/8/2005 £:38:00 AM  Bug Correction 1:00;00 Tes
10/19/2005 5:38:24 AM Bug Detection S100:00 Tes
9/29/2005 §:38:51 AM Install Hardware Part 000:5:00 “es

9/20/2005 8:39:20 AM  Meeting - With Customer 000:3:00  Yes
11/2/2005 £:39:49 AM Telephone Suppor: 000:2:00  Yes

Activity Total Time— |3:11:00
Add Note
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On the Activities tab, if you want to add a note, click on Add Note. HDAccess will display the Add Note window,
shown below:

After typing in the note, click on Save. The new note will be saved in Help Desk Authority with an Activity Type of
“Customer Note”, as shown in the example below:

Cost Billable |Activity Note pry

0.00 Tes ‘will generate 1

Date/Tme Aclivity Type Days Hours Minutes
1] 1] 0

11/08/2008 Custarner Note

|

When the Customer clicks on the Attachments tab in the View/Modify Issue window, HDAccess will display a
window like the one shown below:

|

|zsue | Activities | Altachments]

[+]

Select File |[(Browse.. [ Attach File ] [iew | [ Delete |

alloptions, gif

The window displays all files that have been attached to the Issue. To attach a new file, click on Browse.
HDAccess will display a standard Windows directory. Click on the file that you want to attach and then click on
Open. HDAccess will display the path and filename in the Select File field on the Attachments tab. When the file
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name is displayed, click on Attach File. The new file name will then be displayed in the File Name list. To view an
attached file, click on it and then click on View.

5.1.2 Submitting Issues

To submit an Issue, click on Issues | Submit New Issue. HDAccess will display the Submit New Issue window,
shown below:

lzsue | Attachments

Issue Ho [E07 =]
Company |T|tan Sothware, Inc.
Department i
Custamer |Adam Cox
Received On |11/3#2DDE 9:38:30 AM
Azsigned User L
Lateqony w
Fricrity v

Agset v
Surmmary ;I

[ AddNote | [ Save | [ Close |

The fields that have been defined in your Layout will be displayed. When you have completed entering information
in the fields, click on Save. If any required fields have been left empty, HDAccess will display a message like the
one shown below:

Microsoft Internet Explorer, E‘

L] Flease specify Department
e

If you want to add an Activity note to the Issue, click on Add Note. HDAccess will display the Add Note window,
shown below:

lszue Mo
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If you want to attach a file to the Issue, click on the Attachments tab. HDAccess will display the window, shown

below:

lzsue Atlachmants]

Select File

|[ Browse_ |

[ AtachFile ][ iew ] ]

Mo Data To Display

Ir]

[ AddNote | [ Save | [ Close |

Click on Browse and HDAccess will display the standard windows directory, like the one shown below:

Choose file ‘E‘El

D

My Recent
Documents

5

Desktop

G

My Documents

My Carmputer

bﬁ

My Metwark,
Places

Lagk irc [ () My Documerts

- - m ek E-

) aFsexample.gif
[»)ait.gif

] alloptions. gif

%] aleadydb.aif

L'ﬂ approved.aif

L‘j artfromissue. gif

] assetFile. jpg

%] assetlink.of

81 assetmanagementsection. dac
" assetmanagementsection pdf
\ﬂ AssetRecord.jpg

*) assigneduser.gif

%) atttab.gif

%] atwindow. gif

| %] autoresponse. jpg

=] badregistration.ing

B BAEBUGReport0B0R0S doc
B AEBUGReport081205 doc
BBagHelpz. doc

£ BAEHelp2. pdf

B BAEHelp. dac

= BAEHelp. pof
@EAEHe\pCompressed‘duc
B BAEHelpWithaIF . dac

%] st if |#]BagRulesList.jng

%) k. B BAE User GLdeNEW0E0205. doc

] atsexample.gif BB AEUser GLdeNEW0E0205. doc

< | 3
File name: [ | Open |
Filess of type: [0 Files 7] | Cancel

Click on the file that you want to attach and then click on Open. HDAccess will display the path and file name in
the Select File field. When the file name is displayed, click on Attach File. The file name will be displayed on the
Attachments tab, as shown in the example below:

|zsue Atlachments]

Select File |

H Browse... ]

[ Attach File | (view | [ Delete |

atsexample, gif

I+
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6 The Knowledge Base

In addition to submitting and viewing Issues, HDAccess also gives your Customers access to your Help Desk
Authority Knowledge Base.

To search the Knowledge Base, click on Tools | Knowledge Base. HDAccess will display the Knowledge Base

Search window, shown below:

Logout/Login as a differsnt user

Knowledge Base Search

Adicle ID Cat Sub Cat Product Name
| | vl | v | |
Search Knowledge Base for word(s) or phrase Search For

Search In
| | All of the words entered vl Full Text v|

KB101 Title
| Ke 2

Using the Knowledge Base Search window, your Customers can find:

All Articles belonging to a particular Category.

All Articles belonging to a particular Sub Category.
All Articles pertaining to a particular Product.

A specific Article identified by the Article ID.

Customers can also search for Articles containing a specific word, phrase, or Keyword.

Enter the search criteria in the fields in the Knowledge Base Search window, using the table below as a guideline.

Field Description

Category If you want to search for all Articles belonging to a particular Category, select the
Category from the drop-down menu.

Sub Category If you want to search for all Articles belonging to a particular Sub Category, select
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Field Description

the Sub Category from the drop-down menu. The Sub Category drop-down menu
will not be populated until a Category is selected in the field above. Then, only the
Sub Categories for the selected Category will be available for selection.

Product Name If you want to search for all Articles pertaining to a particular Product, select the
Product Name from the drop-down menu.

Article ID If you are searching for one Article in particular and you know its Article ID, enter
the Article ID here.

Search Knowledge Base for ~ Enter the word(s) or phrase for which you want to search the Knowledge Base
word(s) or phrase Articles. If there are more than one individual word you want to find, separate
them with spaces or commas.

Search For The Search For drop-down menu contains three options. The are:
e All of the words entered — Finds only those Articles containing each and
every word entered in the field above.
e Any of the words entered — Finds Articles containing any word (one or
more) entered in the field above.
e Exact Phrase — Finds only those Articles that contain text that matches
the phrase entered in the field above, word for word.

Search In The Search In drop-down menu contains three options: They are:

e Full Text — Searches the Articles’ Titles and full text (including
Description, Cause, Resolution, and URLS) for the word(s) or phrase
entered in the field above.

e Title Only — Searches only the Articles’ Titles for the word(s) or phrase
entered in the field above.

e Keywords Only — Searches only the Articles’ Keywords for the word(s)
or phrase entered in the field above.

After entering your search criteria, click on Search. HDAccess will display the results of the search in a Knowledge
Base Search Result window, like the one shown below:

K107 ‘wéhat to do when User iz unable to add data.

K108 ‘what ta do when receiving ermor messages when deleting attachment files.
K110 lzsues When Sending Email to External Customers

K111 Errors When Running Reports

K11z How %-Track Financial Totals are Calculated

K113 How to Use the Budget Report witer
K114 Hiw to Set Up Employes Records
K115 Hows bo Import Data
K116 Instaling User Options Module
K117 Automatically Generating Recaord Mumbers
Page |1 ¥ of 2.

Each Title in the list is a direct link to the Knowledge Base Article. The Knowledge Base Search Result window
also provides a Print button that enables you to print out a list of Knowledge Base Article Titles.
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When you click on the Article Title that you want to view, HDAccess will display a KB Search Article window, like
the one shown below:

General Attachments

Automatically Generating Record Numbers

Description

Description - Cannot set record numbers to automatically generate.

Cause

Resolution
Resolution

URLs

v

Related Articles

page |1 ¥|af 1,

Did you find this article to be useful?

Oves ONo

[ Print ][ Close |

The top portion of the window displays the Article in scrollable format. The Article also shows the Article ID and
the date on which it was last reviewed.

The bottom portion of the window shows the Titles of other Knowledge Base Articles that are related (if any).
These Titles also provide a direct link to the Article.

If you would like to forward a KB article by email, you can click the Email button. The System Administrator must
have first configured the email settings for this button to be enabled.

If there are additional files attached to the Article, the file names will be displayed when you click on the
Attachments tab, as shown in the example below:
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General Attachments

addamm.ipg
20090623_105529 txt

From here, you can open and view any Attachments associated with the Article. At the bottom of the Article is the
following prompt:

Did you find this article to be useful?

QYes ONo

Having your Customers respond to this prompt will help to keep the Knowledge Base as informative as possible.
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