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1 Introduction

The purpose of this document is to guide Support Operators to raise, view, amend and
resolve Helpdesk Requests. It is a User Guide to ensure their timely and efficient
resolution.

Some of the terminology of the document may vary from those that the administrator has
set for your installation.

A copy of this document is available in MS Word® format from the sitehelpdesk.com

community web site which may be modified for your specific terminology and working
practices. You may then save it on the web server and redirect the Link for your own

use.

The guide covers sitehelpdesk and there is an additional Asset Management section for
sitehelpdesk-IT users

1.1 Protocol

Be professional. Each action taken by you will be recorded in the Events log with your id
and the date/time.

When updating your call tickets, always write concise and informative actions and

resolutions. Include any specific error codes or key words relating to the issues being

dealt with. Do not write brief non descriptive
not benefit any one trying to resolve similar issues in the future.

Also be aware that the end users may have access to review their call histories and by
default will see the comments you enter.

1.2 Notes, Tips and Cautions

This guide will highlight important points;
o0 Notes i Interesting information related to the surrounding discussion
o0 Tips - Offers advice or teaches an easier way to do things
o Cautions i Advises you about potential problems and helps you avoid
them.

1.3 Changing the way you work

This helpdesk system will be used to record all support provided to staff. Every request
should be logged. If the call logging facility has been provided to staff then try to
encourage them to log their own calls so that you may avoid interruptions when on
another call. The user call logging options may be made available from your corporate
Intranet at HTTP://{your_server}/sitehelpdesk/user/log.asp

Some requests may have to be dealt with immediately and a call created afterwards.
There are tools such a New Call from an existing call and using Call Templates which
can speed this up.
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2 Accessing the helpdesk

The helpdesk is available to operators from any PC on the network that has Internet
Explorer installed. By going the following URL (web site address)

http://{your_web_server}/sitehelpdesk (Substituting the name of the server where
sitehelpdesk is installed)

Tip: you can save the URL to your desktop by dragging the IE Address bar icon to the
PC6s desktop to | aunch it directly next

) Sitehelpdesk Logon - Microsoft Internet Explorer

File Edit ‘iew Favorites Tools Help :r'

T "
Address | @] hitp:fbre jstehelpdesk-it def aul asp s .GD OEack M 7 ) |£| |EL| _|\J

SITEHGLIPDESK-IT|

Users please click here to log a support request

Logon 1D :

Passward :

Add to Favorites

copyright © 2008 sitehelpdesk.com ltd. All rights reserved

Using the Login ID and Password allocated to you, complete the necessary fields and
click Login.

2.1 PDA Interface
Operators may also login using the PDA interface which not only supports
PDA/Blackberry wireless handhelds but may be used in the field with other browsers like

Firefox, Netscape and Apple Mac machines.

http:/[{your_web_server}/sitehelpdesk /pda (Substituting the name of the server where
sitehelpdesk is installed)

From this interface you may manage inventory and support calls:
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sitehelpdesk

My Open Calls
Team Open Calls

All Open Calls
Inventory Management

FAQs

Logout

My Open Calls

- Susan Smith

- John Jones

- Angela Appleton
- John Jones

162 [ Jen [

MNo. . 6

Date - 12/09/2008 10:35:15
User : Susan Smith

Site : Londen

Department - Human Resources
Phone - 0171 4432422

Call Type : Hardware

Sub Type - Modem
Operator : | admin ~
Status - Open

Category : 2. Priority 2

Summary :
PC doesnt detect modem

Description -
Installed new
operating system

d

but not recognised by

Resolution :

Call Events

12/08/2008 10:52:12 - sdmin
User changed from [select name] to Susan Smith

12/08/2008 10:35:15 - admin
Csll Logged

[Update | [ Close Cal_) [ Add Evertt ]

If hardware management is configured to drack the hardware against calls being logged 6
then you may also enquire and update inventory records via the pda interface.

Asset Management

Search Assets
Enter Hostname, Asset No, or Serial
Mo below and click on arrow

XYZ12345678

Asset Mo Host Neme  Serisl No Site

A1234

New

1 records returned

MYPC XYZ12245878 Lonc

Asset Mo : Al1234

HostMame:  |MYPC

Serial No: KYZ12345678

User : Angela Appleton  +
Site : Londan b
Location : Upper Floor Room
Host Typs Desktop b

Make © [selectmake} v
Model : Deskpro EP

Purchase Mo |9792

Purchase Date : |(2/06/2002

Cost : 1500

Wamanty : 3 Years

Op Sys Windows 98 v
Meintenance : | Maintco %
Processor 700 Mhz
Memeory : 128 MB
Sparel :

SpareZ :

Any part of the Hosthame,
Serial No., or Asset No. can
be entered or scanned in.
Matching results will be
displayed.

Results can be sorted by
clicking on a column
header. If an exact match
is not found you will be able
to enter the new asset
details and save.

Asset details can be
viewed by clicking on the
Asset No. Once displayed
the asset details can be
validated and modified as
required.
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2.2 Sitehelpdesk Desktop Alerter

This is installed on your PC and checks for new calls and alerts you from the task bar
when these have been assigned to you.

-:} sitehelpdesk Alerter

You have [2] new request(s),
Click here ta view details.

This may be downloaded from the customer support site, Software Upgrade menu. Refer
to the separate Alerter installation guide.

2.3 Security Considerations

Always logout if you are leaving your computer unattended. Note that there is a session
time out with a default of 60 minutes of inactivity, after which time the helpdesk browser
will require you to login again.

I f you are |l ogging in remotely or from another p
browser option to remember the password. If you suspect your security id has been
compromised then change your password from the tools menu.
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3 Operators Home Page

When you have successfully logged on to the main application at
http://{your_web_server}/sitehelpdesk (Substituting the name of the server or DNA
where sitehelpdesk is installed) you will be on the Operator Home Page and you may
return to this page at any time using the left hand menu.

= sitehelpdesk - Windows Internet Explorer El@l

R
g<_ 3 ‘g http:f brelfsitehelpdesk-itfindes. asp vl IR ‘"tt\eﬁem quildford ‘ s

Ele Edit Vew Faverites Iools Help

W Igglvlogtehalpdesk I@s\tehalpdask.(nm Demans... ]@swtehe\pdesk xl I fir - B & [Ehease - GiToks - @ @
=y Y |SITEMGLIPDESKT |
call o, : [ »
y Use this message to notify Supp«

& sitehelpdesk-IT
~B Home Welcome administrator, it is currently 15:16 on 14 September 2007 = Your Operator status is Available (Available).

B

| | Open Call Status Monthly Call Statistics

B Call Management Status Total M Fsc 2 Res M Fix Month Opened Actioned Closed Time Exp

& Change Management Cpen 2 1 0 1 September 2007 4 & 1 0200 0.00

B Tools

B Reports

& Administration SpenlCianoes

@ |nventory Management Status  Total

Network Management Develep 1
Business Continuity
Due Date reminders (next 7 days) Follow-up reminders (next 7 days)
No. Due Date Category Status User Date Time No. User Details Complete

18 17092007 {sslec] Develep  admin 18/08/2007 12:00 18  admin test O

18/09/2007 12:00 12 admin test O

18/09/2007 12:00 2  A1234 contractreview O

The Operator home page shows a summary of call history activity and current calls by
status and SLA Category (Priority). Requests for Change that are assigned to you are
also listed by status. There are also summaries of any calls assigned to you that have
Due Dates and Follow Ups due in the next week or still outstanding. You may also flag
these as complete from here.

3.1 Navigating the Helpdesk

Navigation from the home page is simple. On the left you have your menu options, on
the right a summary of all open call tickets allocated to you and any diarised Follow Ups
for the next seven days. These are underlined indicating that it is a URL link and you
may click on them to drill down and open related call tickets.

Think of it as a web site.
1 Menu options may be expanded and selected
1 Links to other web pages are always shown as underlined links
1 Some pages will pop up. Depending on their function they may close
automatically, have a close button or require that you click on the X on the
top right hand corner of the new window.

There are other standard web browser features readily available to you.
1 Use the right mouse key on a page to print the contents
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9 Highlight text and either drag and drop or copy and paste to other documents
or other fields within the helpdesk.

Hint: Usethe r i ght mouse button on menu optigd
i very useful on the New Call page if a new one must be entered while another is
partially complete.

3.2 Home Page Features

The moving ticker message is updated by the Administrator and shows any known
support issues, scheduled maintenance etc. This is also viewed by staff if they have
access to their pages.

3.3 Availability

Your current status or Availability and any related comments are displayed and you must
check this each time you login. You are able to update these to indicate to those who
assign requests the status of your availability to work on requests

Click on the note pad by your name. You will get a pop up window as below.

<2 Notes - Microsoft Internet Explo... g|§|@ You can add notes for your own use.

Operator Notes 2 Select from the status drop down the most
appropriate current status. Note that this appears
on drop down selections so keep it up to date.

You can also indicate how you wish to receive
automated alerts from the Helpdesk Application
each time a call ticket is assigned to you.

Your Administrator will advise whether email and
/or SMS Text messaging are available.

Status : Awailable v

Comments ; |Out after 2 pm

Al Emall - L M3 Click on the Update button to save changes and
the Close button to close this browser pop up

window.

If you have saved any note to yourself then the note pad will have a red tick in it to

indicate you have active notes BJ
3.4 Call Number Search

If you know the number of the Call Request that you are looking
Call Ma. 3 for simply enter the number in the Request No. box and click on
the search button to be taken directly to that call ticket.
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4  Help Menu
This has several sub menus

4.1 User Guide

The User Guide page breaks down all the various tasks completed by the Application
into areas on which you can search or scroll through the documents. This is the same
content that is available from the help 6?6 on

iJ In all pages the blue button with a questions mark gives an explanation of the
page and available drop downs and other features.

Caution: Any special terminology you use in your organisation will not automatically

get updated in the help text. The help text may be changed by your Administrator for
any specific working practices.

The example below shows the result of a search on 'status'. The document list has

picked up all the documents [/ pages containing
and the right hand side shows the contents of that folder.

7 sitehelpdesk - Microsoft Internet Explorer [==1E3]
.l}:

file Edt ‘iew Favorites Tools Help

address [ @] hetp:Jibrtd tfindex asp B> B Qe - © |£| E’I fl /_UEEar(h

admin IEI User Guide Operator Motes

0 3
- Search © Allows operators to enter any personal memosfnotes. A

tick on the notepad (in the menu] indicates that note are
present.

Catagory The operator can also update their current status and
enter any supporting information. Thig information can be
viewed when assigning calls

Call Update

Category Maintenance
Guaph Builder
Hew C.

4.2 Admin Guide

This contains a PDF of the Administration and Configuration Guide. It is only used by
Administrators.

4.3 Operators Guide
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This contains a pdf of the helpdesk procedures. The standard set of procedures and
explanation of the features may be modified for your own specific installation by
downloading the original Ms Word document form the sitehelpdesk.com support site.

4.4 Getting Started

This is for Administrators when first installing the software

45 About

The page displays the application, database type and licence information for your

sitehelpdesk installation. This information will be required if you log support requests with
sitehelpdesk.com
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5 Call Manager Menu
Call Manager contains all the menus related to Helpdesk Support Requests.
5.1 Call Queue

From this menu all Operators will be able to see any unassigned call tickets, usually

those generated by staff themselves. A designated Operator may be responsible for

managing this folder. Call tickets may be auto assignedbased on the 6Call type
types6é or the support Operator or Team assigned
calls.

5.2 Check Email

If EMLmonitor has been installed then this menu will be available and shows all the
emails that have been received to the Helpdesk email address. EMLmonitor can be
configured to generate tickets automatically from emails and also assign related email
replies to the original email ticket as an Event. However it may be an idea to keep an eye
on the email queue if you are expecting a high priority request or managing automated
emails. If you attempt to import an email that has already been converted to a call ticket
then the actual ticket will be opened for you.

Only those emails that have been logged as requests (or are obvious SP@M) should be
deleted.

There is separate documentation available from the sitehelpdesk community site on
configuring and administering EMLmonitor ticketing features.

5.3 My Open Requests

This menu shows you the actual requests that have been assigned to you and you may
access them from this menu. See Updating a Request.

You can see the status of each request and any out of SLA alerts that may have been
activated based on the SLA Category thresholds for that call ticket.

= Signifies a high priority call and the SLA Escalation time has been reached 1
this call should have been actioned and warns of impending failure to meet the
SLA Response time. Changing Call St a
SLA Response time reached. This call should have been responded too.
Changing Call Status from 60Opend wil
= SLA Resolution or OFixd time reached
Status O06Closedd by now.

If you have the SLAmonitor add-on module installed then it may be used to inform you
by email when these times are reached.
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Hint: Using the remote access to close calls from a users workstation rather than
returningtobasewi | | assi st you in staying insi

& sitehelpdesk - Windows Internet Explorer

@\— A |g, http: /fbrt1 fsitehelpdeskfindex. asp V‘ *2||% ‘ | 2|~
File Edit ‘iew Favorites Tools  Help
= —— — = = »
w o Iggl'{@ﬂtehelpdesk.mm Demonstra. .. I@SltEhl?'DdESK XI I A -8 o - |5k Page v (G Tooks ~
Login :  admin B My Open Calls (admin) ?
cal no. - [l
Mo Date Operator Category Status  User Call Type Summary Last Update Remaining
& sitehelpdesk-T FECTZ
8 12/08/2008 10:35:15 admin 2. Pricrity 2 Open fsclectname}  Hamware  defect 12/09/2008 10:35:15 [0 Days) 40 Hrs
B Home modem
"B Logout ts 11/08/2008 18:24:41 admin 2. Pricrity 2 Open Jehn Jones Hardware "’E“‘u:ﬂ 11/08/2008 18:24:53 (1 Days) 232 Hrs
=8 Help =
d
E-& Call Management a 11/09/2008 16:32:65 admin 2. Priority 2 In Frogress Angela Appleton  Hardware .::"::5‘ 11/08/2008 16:37.00 [1 Days) 22 Hrs
B Call Queue PC dasant
B My Open Cals 3 @ 0022008 12:32:3¢ admin 2. Priority 2 Open John Jones Hardware :f;::m 11/09/2008 14:36:21 (1 Days) 5222 Hrs
B Team Open Calls
[ Jpen Calls
i All Open Calls .
B New Call In Progress 1
[i Knowledgebase Open 2
Call Search
B Follow-up Search éj
i Attachment Search
5 Call Event Search

Change Management
Tools

Reports
Administration
Inventory Management
Network Management (3 sitehelpdesk Alerter
Business Continuity

You have [1] new request(s),
Click here to view details,

& & 1q

You may change the sort order by clicking on a column heading. Clicking on a column
heading again will change the list from ascending to descending.

The Urgent flag ! indicates that the call has been flagged as requiring urgent attention.
The link icon IO indicates that a call is a master call with other child call links.

The link icon O indicates that a call is a child call and a mouse over will display the
master call id.

The Problem flag + indicates that this ticket has been identified as a Problem in the ITIL
context. Link icons [# may also display the problem flag where associated tickets are
linked to this Problem for remedial action.

The list may also show the number of days since the last event and the time remaining
to resolve in hours.

é] The Print icon will display all call details for the selected list.
To open the Call update page and work on a ticket simply click on a Call id.
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Note: Your helpdesk administrator may change the content of the call lists and the
default sort order via the Configuration menu option.

5.4 Team Calls

This menu shows all the requests allocated to you, your Team (instead of an individual
Operator) and other members of your Team. You may be a member of several teams.

5.5 All Open Calls

This menu shows all open requests currently within the Helpdesk, whoever they are
assigned to. Note that if you have Restricted access to see only your own and your
Team members calls then this option will not be available.

There is also a view of all Linked calls from the All Open Calls page.
5.6 New Call

This menu allows you to raise a new Call. See Open a New Call section below if this is
part of your responsibilities.

5.7 Knowledge Base

This area allows searches on key words to enable you to see previous helpdesk
requests with a similar issue to your own. The search may include those with the KB
flag ticked from the Call Update page (as well as Link descriptions and FAQ Q/A
descriptions) or all calls regardless of whether they are in the KB.

KB searches are also available directly from the g icon within the Call update page.
(see updating a Call). The search is based on keywords. i.e. it will return results where
all of the individual words entered in the search are either in the Summary, Problem,
Event or Resolution text (in any combination). The list includes the Call Type and sub

Type.

Lasp ~|[4][x P

Edt View Favortes Toos Help

monstrs, . | € sitehepdesk ] BB - Gree - Gk - @

Login :  admin Knowledgebase ZJ
cail vo. - [ » Keywords @Kbase only O Al Calls @ Search

_ [MKbase [IFAQs  [links
& sitehelpdesk-IT

-
g e Search Results

E Logout
B Help

Knowledgebase
B8 Call Management

No. Date Summary
2 27/41/2003 09:31:43 PC Doesnt boot

FAQs
ID Last Updated Question
1 26/03/200107:30555 Adding a networked printer to your PG....

Links
Group Description
Activity Dashboard  Monthly Summary by Category
Activity Dashboard ~ Open Cals by Call Type
M Administration Activity Dashboard ~ Open Calls by Category
Activty Dashboard  Open Calls by Operator

&J Local intranet H100% -

Hi nt : Uncheck the 6include in KBO® box
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5.8 Call Search

This allows you to search for a specific group of requests and open them. This may be
used in conjunction with KB searches to find information about past resolutions.

Note: You can opt to include a call in the KB searches next time by checking the
6l nclude in KB® box even when a call 1is

5.9 Follow up search

This menu allows you to search for all Follow-ups (diary actions and reminders) that
have been booked to a request. See Updating a Call.

You may use this if a colleague is off sick to ensure their work is covered in their
absence.

5.10 Attachment Search

This allows you to search for a specific attachment by description and file name and view
the file contents. See Updating a Request on more information on Attachments.

5.11 Call Event Search

This allows you to search on the descriptions of specific types of events and shows the
requests that have those events.
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6 Tools Menu

This menu allows you access to areas containing relevant information for you to
complete call requests.

6.1 FAQs

Frequently Asked Questions, or FAQO6 s, are those
by the end user and do not usually require support calls to be logged.

Management of F AddtetherAdngnisiration mena.8lew FAQOs can al so
be created via Call based FAQ search if you are an Administrator.

6.2 Links

This menu contains links to other files or web pages that may be of use. The links may
to files on your network or company or external web sites. Reports and graphs
generated from the helpdesk may also be saved as Links for real time reporting.

Think of this as the 6Favouritesdé for your depar
Individual links may be given to staff as well. The Administrator will need to set up these

Links and identify if each one is also to be made available to the end users. They may

be configured to open in the same or new a browser window.

6.3 Change Password

This allows you to change your password. It is recommended that every Operator do so
periodically and the first time that they login to the application.

6.4 Contacts

Provides a searchable list of all the Users held within the Application. This has email
links and there is the facility to link to their photograph as well.
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7 Call Update Page

This covers the areas that you can or cannot update, and what needs to be completed to
ensure the Request is handled successfully.

Any selection of a Call id from Open Call lists or via Call Searches or the KB search
option will all bring you to the same Call Update screen on the right hand side. Call
information is grouped under 6 headings; Call Details, Date/ Times, User Detalils,

Additional Information and Actions.

B8

Login :  admin

ca vo. : [l #

sitehelpdesk-IT

New Call
Knowledgebase
Call Search
Follow-up Search

Call Event Searc
Problem Management
Change Management
Tools

Reports

Administrati

G
G
G
]
G
G
G
G

s+ WMimonitor

Call Update 7/ |
Call Details Date / Times
Mo. : ’9— [[JUrgent [C1Problem [[linc. KBase éj @J EJ QJ QJ Date : 'm
Summary - Need Help _J Response : '7
Description ©  can't Print = Close : ’7
Due Date :  23/04/2010 @J
User Details
User : Angela Appleton @ Phone : 0171144324
Site - Paris > Department ©  HumanResources - @
Call Status
Call Type : Hardware - Sub Type :  Printer - Q M
Operator : admin ~ @ Priority : 2 High -
Status : Open - Asset No:  Al1234 QJ
Additicnal Information
Demo field -
Call Adtions
Events : Date Added|Added by| Event Comment 00:00  Fix time
igg\e 5] 32.;!;;1;‘§$10 =dmin  |Call Logged 00:00 Est time
Resolution -
[Update | [ SpellCheck | [ Attachments |[ Followups | [ NewCal |

Note: If you make changes to the Call update page content and selection (other than
via Event entry then you must click on the Update button for them to be saved.

Call Details

7.1 Number

The Call id number is allocated automatically by the system.

7.2 Urgent

Tick this box to flag this call as Urgent i this helps to elevate above other calls with the
same SLA priority and is indicated by a red ! on the call lists.

02010 sitehelpdesk.com Ltd
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Urgent flag may be added or removed on closed calls
7.3 Problem Flag

Check this box if this ticket is identified as being part of a more general or underlying
Problem. The ticket will then be identifiable by a red cross on call lists #.

These calls are then available for review by Problem Managers via the Problem
Management Problem Call queue menu.

A Change Request may be initiated to manage the resolution once identified.
Problem flag may be added /removed on closed calls.
7.4 Incin Kbase Field

If the request would be useful for future resolutions then this field can be ticked to
include the Call details in searches over the Knowledge base.

Include in KB flag may be added or removed on closed calls so once it is out of date is
can be taken out of KB searches

7.5 Print details icon

é] Using the Print detail icon allows you to see all the details of the request and print
them off from your local printer, using the File, Print option. This is useful as a worksheet
if you need to visit the requestor to resolve their issues.

7.6 Loans/Issues

1
.@ Displays the items available for Loan or Issue from stock to satisfy requests made
via call logs.

{= Loans / Issues - Windows Internet Explorer

Loans / Issues Maintenance 2

Date Cut : 11/09/2007
Customer : Angela Appleton ¥

ltem : | Microsoft Office Training Manual V|
Type : Quantity :

Date Due Back : l:l

Details -
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Select the stock item that will be issued or loaned and the quantity. The Item will include
the Site location description where it is held.

Note that Issues will be permanently removed from stock. Loans will reduce the stock
available for loans and issue but the actual number in stock remains the same.

The management and reporting of loans and issues and entries into the stock library are
managed from the Asset Management menu.

7.7 Linked Calls

EJ Provides alistofallc al | s t o whi c h tThe rsastércad tickettwilli s
display a link icon I next to them in the call lists and on the call update page. If there
are already linked calls then the icon will have a red tick. Calls may also be linked
upwards to a Master call.

{2 Linked Call - Windows Internet Explorer = : 7

Linked Calls Master Call - § lJ
Complete - 0.00 %  Total Time : 0.00 Hrs  Total Est. Time - 0.00 Hrs

Mo. Open Date Close Date  Operator Status Time Est Summary
03/11/2006 14.31:44 Development Open 00:00 00:00 demo
X 1z 06/11/2008 11:31:04 test Open 00:00 00:00 teston apostrophe in swd
Add Call

You may click on a related call id to open it. You may add more links here and find them
by searching on text or remove links by clicking on the red X.

ﬁ Link Call - Windows Internet Explorer

seach:| |

No. Date Operator Priority Status = User Call Type Summary
o = g;;:igns :fppm 4. Low FTmﬂrEﬁ Bill Buntin Softwars PC Doesnt boot
O 2 :":;;"i:“g sdmin a(_dmm Cipen John Jones Hardware Ei:::f"‘“‘m
0F WD s e D SO, e e

o s 02/18/2008

15:50:41 admin 2 High Open Bill Buntin Configuration demo

A call with links associated will display a tick in the link icon. qu
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Note: you may also create a linked call ticket using the New Call button and Template
calls.

You may close all related calls when the master call is closed, with the same resolution
text being automatically entered in all the related linked calls.

7.8 Change Management

Change Management is an optional feature. If have the following visible icon _Q, then
you may use the Change Management process to control the planning and
implementation of Changes.

Note: This icon only appears if you have the necessary Operator Access Control set.
Refer to the separate section in this document if this feature applies to you.
7.9 Summary Field

This is the Title of the Request which may be up to 100 characters long and is used in all
email communication by the system. The emails include the Call id which is critical for
EMLmonitor to be able to relate replies to the original ticket. Therefore, do not edit the
subject line if sending event Actions as an email.

7.10 Search Knowledge Base icon

g Opens the KB search window and passes across the summary line text. The search
may be refined and based on key words or the exact phrase and then a selection made
if a useful resolution is found. The resolution is then appended to this Call. The search
also allows you to select all calls regardless of whether they have been flagged for KB
inclusion. The list includes the Call Type / Sub Type, which may help re-categorise this
ticket and associate to relevant FAQO6s.
KB flags even after they are closed.
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