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Introduction  
 
Sitehelpdesk has been designed for use by almost any support department in any type 
of organisation and is built specifically for support of internal staff.   
 
Sitehelpdesk-IT includes all the features and configuration options of sitehelpdesk but 
has been designed more specifically for use by the IT support department to ITIL 
recommendations and a number of other IT related registers.  
 
Multiple installations of sitehelpdesk and sitehelpdesk-IT with links to shared database 
tables provide an effective yet secure Service Desk for all the support departments in 
your organisation. Additional installations may be purchased at upgrade prices at any 
time. 
 
If you are aiming to support your external customers then you should be using 
sitewebdesk which has been specifically designed for that task. 
 
This guide provides additional background information for the configuration and 
management of your sitehelpdesk or sitehelpdesk-IT installation.  
 
Please refer to the separate instructions for installing and licensing your software. 
 
There are other useful resources available to you that should be read when carrying out 
relevant tasks. 
 
Á Application Help.  

o There is a brief  óGetting Startedô guide under the Help menu option 

o Each page has a  button that will display relevant help on that page. 
This help text may also be searched upon from the Help, User Guide 
option. 

 
Á On line Community Help.  

o The sitehelpdesk.com community support site provides customers with 
óLinksô to a number of technical reference documents. 

o A Frequently Asked Questions (FAQ) database is available from the 
community support site. 

 

This guide does not duplicate the above, instead it explores the 
administration options and provides some guidance on the various ways that 
the product and your support department may be organized and managed to 
work effectively together. 
  

Á Notes, Tips and Cautions contained in this guide 
o Notes ï Interesting information related to the surrounding discussion 
o Tips  - Offers advice or teaches an easier way to do things 
o Cautions ï Advises you about potential problems and helps you avoid 

them. 
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Accessing the Application  
 
Á Operators 
Support personnel (labeled óOperatorsô by default) may login to the application using 
their web browser and going to the following URL (Uniform Resource Locator or web 
address).  
 
HTTP://{your_server}/sitehelpdesk  
 
or alternatively via the pda interface at  
 
HTTP://{your_server}/sitehelpdesk/pda/default.asp  
 
Where {your_server} is the name of the machine or the DNS name where the 
sitehelpdesk support site is installed. 
 
The Operator login id and access privileges are set from the Administration, 
Operators menu option.  
 
If the domain\id is entered on the operator page the login page will pre-populate.  

 

Caution: Always leave at least one Operator with the privilege to access the 
Administration menu options. 

 
 
Á Users 
Internal personnel (labeled óUserô by default) may access the application using their 
web browser and going to the following URL 
 
HTTP://{your_server}/sitehelpdesk/user/log.asp 
 
Where {your_server} is the name of the machine or the DNS name where the 
sitehelpdesk support site is installed. 

 
We advise that this URL is available to all staff in your organisation from a prominent 
link on your corporate Intranet site. 

   
Within sitehelpdesk, ôUsersô are considered to be trusted users on your network and 
are not required to login to their support pages. There are a number of configuration 
options available to you to restrict access privileges and manage the features that 
are made available to Users. These are explored under the user configuration 
options sections in this guide. 
 

Sitehelpdesk Alerter  
 
There is also a sitehelpdesk Alerter application that can be installed on individual 
Operator desktops. This displays a notification to Operators when new calls are 
assigned to them and provides a direct link to their open calls. Customers may download 
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this from the support site and review the sitehelpdesk Alerter installation guide from the 
sitehelpdesk.com support site Software Upgrade menu. 

 
Sitehelpdesk support philosophies  
 
Sitehelpdesk has been designed with an emphasis on reducing the workload and 
increasing the effectiveness of the support department.  
 
This is achieved by: 

a) Providing staff with the facility to log and track their own support requests. 
b) Providing staff with on line FAQôs, which you may build up over time. 
c) Providing a support department intranet site for collaboration on support issues 

and shared sources of information via the links and knowledge base options. 
 
Cultural changes may be required to stop the interruptions by staff requesting immediate 
attention from support personnel.  This can be done by: 
 

1. Set your Service Level Agreements ï These SLAôs are the agreed 
times that you will respond to and fix calls. Make these widely known to 
staff. They may be as simple as categorizing calls as either High (affects 
everybody), Medium (one person unable to work) or Low (request not 
affecting ability to work). SLAôs may then provide a mechanism for dealing 
with calls in a consistent and fair manner. Staff should be discouraged 
from trying to jump the queue and appreciate that they would not like 
others jumping immediately in front of them.  
 
The addition of the SLAmonitor module provides added benefits over the 
core features for SLA monitoring with features such as core support 
hours, email escalations, call deferral. 

 
2. Get staff to log and track their own calls. You should be seeking to 

achieve at least 50% of calls being logged by staff themselves. Higher 
percentages may be obtained once the culture has shifted. This will 
reduce the work of the support staff and the number of interruptions. It 
also ensures more calls actually get logged. Once staff have logged a call 
and seen the efficient response to it then they will not hesitate to use the 
system in the future. This also gives them a reliable method to log support 
requests even when the support center is unmanned. 

 
3. Shifting the culture towards self-help. Always be ready to say ócan you 
log a call pleaseô when staff interrupt you to make requests. Operators do 
not get recognition for unrecorded work done on the fly and statistics, 
SLAôs and volume of work reports will suffer. If work is sometimes done 
for staff ahead of logging calls then set up Templates to quickly record 
these after the event. If the resolution can be made available in FAQôs 
consider setting this up via the tools menu and associating them to a call 
type / sub type. 
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Quick Start  
 
If you want to set up, configure and go live with the application as soon as possible then 
the following procedure is recommended. 
 
Á Obtain a license key for the total number of support staff. 
Á Set up any óTeamsô that you want your Operators to be organized by. 
Á Create the Operators that you are licensed for and allocate to their relevant 

team(s). 
Á Check the Administration, configuration required options and, modify if need be. 
Á Enter your User Sites (locations) and Department descriptions (note these will 

get automatically populated if you import users form Active directory) 
Á Users may be imported from Active directory, imported straight into the database 

or created on the fly. The quickest way to roll out is either import users from AD 
or to allow users to be created on the fly. I.e for them to tell you who they are 
when logging a call, refer to the User Call Logging - Free Format name entry 
section below. More user records may be set up manually or imported later if you 
like. 

Á Provide your Operators with their Login credentials and the URL to sitehelpdesk. 
Á Create a link from your Intranet for Users to log and track their own calls (optional 

of course) 
 
 

Caution: If you are planning on importing your own data then please refer to the 
Importing Data Guide available from the community web site to ensure the format is 
correct. 

 
Upgrading from sitehelpdesk to sitehelpdesk -IT 
 
Sitehelpdesk-IT is distributed as a zip file containing a set of new web pages. These 
pages will utilize the existing sitehelpdesk database and configuration pages but provide 
a number of new menu options and configurable features. 
 
Simply unzip the sitehelpdesk-IT zip file and save the extracted files into your current 
sitehelpdesk installation folder, overwriting files as prompted.  Your database and 
configuration will remain in tact. Login and check that the operators have the new 
sitehelpdesk-IT menu permissions checked in the Admin, Operator page.  
 
Then check through the Administration, configuration page and modify the sitehelpdesk-
IT configuration options as required. 
 
Upsizing to SQL Server 
 
Do not attempt this without first contacting support@sitehelpdesk.com for detailed 
instructions. Customers may also obtain upsizing instructions from the community web 
site. 

mailto:support@sitehelpdesk.com
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Administration Menu Options  
 
This section provides an overview of the administration options and identifies new 
features in red.  

 Use the on page help  for full details. 
 
Sites 
 
If you set up active Directory integration then sites will be automatically populated. 
Otherwise enter your main site (location) details. Tickets may be auto assigned to an 
Engineer or Team based on the Site (if no auto assign has been set against the selected 
call Type / sub Type)  
 
If you have sitehelpdesk-IT and have set Locations as drop down selection via 
configuration then a Locations buttons appears for related Locations, after selecting a 
site. 
 
Departments 
 
If you set up active Directory integration then sites will be automatically populated. 
Otherwise set them up here.  
 
Hourly Rate: This is the base rate used for charging time recorded against Call events. 
The cost code appears on billing reports. If you recharge for your time, enter a base cost 
here. Time spent on tickets is entered via the Events option on the Call update page 
where there is a selectable Event Type. The Event Type is created under the Value List 
EVENT_TYPE, which also holds a multiplier to be used against the base hourly billing 
rate. Non billable time may therefore have a multiplier of 0.0 but any combination is 
possible.  
 
 
User 
 
Note: User name and email address supports apostropheôs.  
 
The Active Directory integration fully configurable from the Administration, configuration 
page.  This document link explains the fields transferred from AD to sitehelpdesk. Click 
Here 
 
There is an Active Directory sync option to compare the helpdesk to AD and allow 
update of the helpdesk for individually changed records. Note no update of AD will take 
place.  
 
Each user should have a Site and department as a minimum. 
 
Team  
 
Teams are used to organise and group Operators.  
 

http://www.sitehelpdesk.com/sitewebdesk/user/extra/docs/AD%20mapping.pdf
http://www.sitehelpdesk.com/sitewebdesk/user/extra/docs/AD%20mapping.pdf
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Hint: You could set up a Team for third party support allocation. 
 
Operator 
 
Set the menu options and privileges of Operators. 
 
The Manager selection allows you to allocate each Operator to a manager which is then 
used by SLAmonitor via Administration, Priority as an option for SLA notifications when 
thresholds are reached. 
 
Note that the restriction for Access to My /Team requests only, allows you to limit an 
Operator to only view and update calls that have been assigned to them or to the 
Team(s) to which they belong. They will not have access to other operatorôs or Team 
member assigned calls, or the all Open Calls option. 
 
The Operator NT Account (domain\id) may be entered here and will complete the login 
page for faster access. 
 
 
Priority (previously called Category) 
 
Set up SLA priorities. There are additional options with SLAmonitor, refer to SLAmonitor 
guide. 
 
Call Types 
 
Set up Call types and associated sub types and check those that Users will also use. 
You may auto assign an SLA Priority and Operator / Team. 
 

 
 
The Service Type provides a new level analysis for Call types/Sub types. It is effectively 
a higher (third) level grouping. By default this is set to Incident or Request but these can 
be changed via the Administration, Value List SERVICE_TYPE. 
 
Service Type Reporting is available from Top Call Types and Call Chart. 
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You can turn on Service Catalogue from the Administration Configuration and may make 
the data available to Users (Business Catalogue) and Operators (Technical Catalogue) 
from their call pages. 
 
The Call type Page contains two Print icons, One for Technical Service Catalogue 
(details available to Operators) and one for Business Service Catalogue (details 
available to Users) 
 
 
Call Status 
 
These are preconfigured but more may be created. 
 
FAQ 
 
From v7.6 the FAQ management is under Administration, and only a view of existing 
FAQôs is available from the Tools menu. This is for improved control of FAQ content. 
 
FAQôs are included in KB searches and may be made available to end user requestors 
(staff) by checking the Show User box 
 
You may search and update these from here and ensure they remain up to date and 
relevant. You may also add attachments with detailed descriptions and images to aid the 
end user. 
 

 
 
There is a summary of the number of times the FAQ has been viewed and by clicking 
through you may see when they were viewed and if they resolved User issues. 
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Other features Include: 

 
The facility to send the FAQ by email. The email system launched is the 
one specified in your Browser (Tools, Internet Options, Programs) 

 
Provide a printer friendly view of the FAQ- use the File, Print option in 
the browser window 

 
Spell check on question and answer text: 

 

 

Attachment buttons always show how many documents there are. The 
view for requestors does not have attachments via a button but provides 
the URL directly on their FAQ query page. 

 
 
Links 
 
Manage the Links that appear under tools menu. Saved reports appear here too. 
 
Reply Messages 
 
Create quick reply messages that can be selected when updating Events on Calls. 
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Whiteboard 
 
Set ticker message and user welcome page. 
 
Scripts 
 
These are used to collect additional information when logging tickets, without cluttering 
the page with extra fields that are only sometimes relevant. 
 
Call Templates 
 
Configure Template names and complete the call details as far as practical. Template 
calls associated to a master template will be treated as Linked calls. 
 
These can be used for quick fixes or procedural work. 
 
Survey 
 
Create online survey of user satisfaction. 
 

 
 
 
Enter a survey name and the description that will be presented with the survey. 
Select the ranking options. You may set your own options from the Value List ï 
SURVEY_OPTIONS. 
 
Save this survey. Then select again and enter your Questions. Word these in such a 
way as the user can select an appropriate option ranking. 
 
You may Preview the survey to see what it will appear like to end users. 
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Feedback Charts 
 
Two types of surveys may be distributed - Call related via call closure notification emails 
or General for customer satisfaction, distributed via email or URL (web) Links. 
 
There are different chart views for each survey depending on whether they are Call 
Feedback or General Feedback surveys. 
 

 Call feedback displays a table of survey results organized by the support Operators 
and Teams and a chart of the survey results. You may enquire on each operator / 
Team to see the results details for them and enquire on the actual calls they relate 
to. You may also select a single Team and group all the team member call survey 
results into one chart. 

 

 
 

 
 

Note that some Operators may belong to more than one Team in which case the sum 
of  all Team selected feedbacks may be more than the sum of the individual 
Team/Operator one. 
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 General feedback option displays the chart for all the selected survey results. 

 
 
The Survey results are tabulated in the Responses button. 
 

  
 

URL link for that survey are presented at the bottom of the page.  
 
The first may be put into the closure email (and be association to that call id). When 
putting into a closure email text via the configuration page use code similar to the 
following (substituting your actual helpdesk URL) 
 

 
The second General Survey URL may be sent directly to users or linked to on your 
Intranet site. 
 

Click <a href = 'http://your-server/sitehelpdesk/admin/survey.asp?srv=1&id=#callid#'>here</a> 
to take our survey 



 
 
 

 Page: 12 
Ò2010 sitehelpdesk.com Ltd 

  

The third Sample Survey option is to generate emails to a sample number of users 
based on the number of calls between two dates. 
 

 
 
 

Scheduled Calls 
 
Calls may be automatically generated by the SLAmonitor service. Set up the call 
template and then set up the schedule for the calls to be created, e.g daily, weekly, 
monthly etc. 
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Configuration - Required options  
 
Sitehelpdesk may be configured from the administration, configuration menu option. It is 
advisable to consider each one of these fully before going live but they may be altered at 
any time in the future. The effect of the configuration options is explored below. 
 
Firstly, check the óRequiredô settings, which ensure the application responds in the way it 
should.  
 

Note: After making configuration changes click on one of the óApply Changesô buttons at 
the beginning middle or end of the configuration page. You will need to log out and in 
again for all the changes to take affect. 

 

Required:- 

Regional Settings 
Paths for Attachments and Exports 
Call number offset 

Optional:- 

Colours and Fonts  
Email Integration (new feature) 
SMS (Mobile phone) Integration 
Permissions 
Check open Calls 
Session Timeout 
User Logging options  
SLAmonitor 
Call field definitions 
Call List Format 
Service Catalogue 
Windows Active Directory Integration  
Terminology 

sitehelpdesk-IT Options 

Hardware logging options 
Inventory Management Integration (SMS/WMImonitor/VAP, Centennial 
Discovery) 
Change and Release Management 
Problem Management 

  
 

 

http://brt1/sitehelpdesk-it/documentation/config.asp#11#11
http://brt1/sitehelpdesk-it/documentation/config.asp#17#17
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Regional Settings 
Sitehelpdesk provides for the entry and display of two formats for dates.  
 
UK  format for dd/mm/yyyy 
US format for mm/dd/yyyy 
 
Other formats such as the use of ó.ô rather than ó/ô  are available but will need some minor 
configuration changes to be carried out by us, email  support@sitehelpdesk.com  for 
assistance.  
 

Caution: Format of regional settings in sitehelpdesk must be the same as that of 
your web server. 

 
Spell checking features are in English by default ï contact support@sitehelpdesk.com 
for other languages including Danish, Dutch, French, German, Spanish, Italian, 
Portuguese, and Swedish. 
 
Paths for attachments and reports 
 
These are the absolute paths from the IIS server to the relevant folders under the 
sitehelpdesk directory. This is where the Call and FAQ file attachments are saved and 
where any report definitions are saved within the report builder. 
 
The default paths are: 
Attachments Path:  c:\sitehelpdesk\attachments 
 
Saved Reports Path: c:\sitehelpdesk\reports\export 
 

Note: This must be an absolute path ï the UNC format is not valid. 

 
The attachment files are saved with a name in the format   
ó(CALLid) file nameô or ó(FAQid) filenameô 
 
These can be searched upon via the Call Manager, Attachment Search option. 
  
The reports are identified by the name given to them before saving. You may also 
specify a Link group heading to place them under. Link groups (Menu headings) are set 
up via the Administration, Value List called LINK_GROUPS.   You may further edit the 
new report Link under the Administration, Links menu and give access to end users if 
you like.  
 
 
The reports\export folder is also where the csv files are saved when exporting reports 
into spreadsheets. 

mailto:support@sitehelpdesk.com
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Optional Configuration Settings 
 
Once the above configurations are reviewed and possibly changed, you can proceed to 
use the system in itôs default state. There are, however a number of configuration 
options available to you that affect the way the application looks and behaves. These are 
explored in the next section. 
 
Colours and Fonts 
 
The options allow you to change the way that sitehelpdesk looks so that it may blend in 
with your corporate Intranet theme. If you know the Hex colour code for the required 
shade then type that directly over the default values.  There is a colour picker available ï 

click on the image  to display the colour wheel then click on the desired shade and 
close the pop up window. You may also use a Menu background Image by saving your 
own gif or jpg file in the application image folder and entering the location here.  
 

 
 

Tip: If the white menu chevrons are not clear then there are black images available in 
the black images sub folders. Copy these into IMAGES folder using the windows 
explorer. White images are also available again from the ówhiteô sub folder. 

 

List Header Text colour 
Normal Text Type size 

Menu Text colour 

List Header Background colour 

Call List row 1 colour 

Call List row 2 colour 

Heading Text Type size 

Required Field Input colour 

Background colour 
Menu Background colour 
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Email Integration 
 
There are two main types of email integration.  
Á Outgoing notifications to Operators/Users  
Á Incoming emails that generate call tickets. 

 
Outgoing email notifications  
 
The automatic notification to operators uses the IIS SMTP service. Full instructions for 
configuring email integration is available from the documents link on the customer web 
site or click here. 
 
Select whether your web server uses CDONTS (usually Windows NT / 2000) CDOSYS 
(Windows2003 + ). The test email function will help you determine which is installed. If 
you receive a message saying óThe "SendUsing" configuration value is invalidô. Then try 
the other option. 
 
Select the format of the email ï Text or HTML. HTML formats provide links back to the 
call ticket. 
 
Select if using a Local SMTP service to send out emails from the IIS Server or a Remote 
email Server.  If Remote then enter the email Server name (may be a MX record  name) 
and any id and password if required to connect to the email server account used to send 
emails. 
 
Select either Client or system Event emails. Client event emails pass the event text 
across to your local email set up in the IE tools, Internet Option, Programs tab. System 
event emails uses the server SMTP set up and therefore does not require a local email 
client and can therefore also be generated from any PC. 
 
To use the System driven Event emails and automatic email notifications you must enter 
a valid email address for the send automated emails from: (this will also be useful if you 
have EMLmonitor as it will capture any replies). 
 
Enter the standard email footer to appear on Event emails sent via the system. 
 
Select whether you want to give Operators the option to select other people to send 
Event emails to. They can then add To, CC and BCC before sending the Event text by 
selecting staff names. There is also a user search option. 
 
Example:   

http://www.sitehelpdesk.com/sitewebdesk/user/extra/Outbound%20Email%20Integration%20(SMTP).pdf
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Answer Yes to each of the required email notifications detailed below.  
 

Caution: The Operator must also have the email alerts box checked for them to receive 
emails. This may be used to opt in or out of email notifications. These may be altered in 
the Admin, Operators page or by each Operator from the notes icon at the top of the 

menu.  

 
An email alert will then be sent to an Operator: 
Á When a call is first logged and assigned to an Operator (but not when 

assigning a call to yourself). 
Á When an existing call is reassigned to another Operator 
Á When a call is óauto assignedô to an operator based on the Call sub type. 

 
The email contains all the call details. 
 
You may configure the default text that accompanies the email. 
 
There are other options for outgoing email notifications. 
Á Automatically notify Users when their call is closed.  Sends the resolution text in 

the email. 
 

Tip: you can always send an email notification to the user at any time from the icon 
on the call update page via the Add Events option 

 
Á Automatically notify assigned Operators of any events  

o added by the user from their call enquiry page 
o if a User closes their own call.  
o if a call is re-opened by the user 
o when another óunassignedô Operator updates your tickets. 

Á Automatically notify customer of Call id when call is created  
Á Automatically notify end user of Call id when received by EMLmonitor 

automation process 
 

Some email options will only be relevant if you have elected to allow Users to add 
events, close or re-open their own calls in the configure User Options section below. 
 

You may enter the default text that accompanies the email.  



 
 
 

 Page: 18 
Ò2010 sitehelpdesk.com Ltd 

  

 

Note: The subject line of the email cannot be reconfigured here as it is used by the 
system to identify and relate emails back to their original call id. 

 
The addition of SLAmonitor will provide the facility to send automated email 
notifications when calls reach SLA category thresholds and when follow ups fall due. 
 
 
Incoming email call logging 
 
With the addition of EMLmonitor, sitehelpdesk integrates with any email system with 
POP3 enabled to track incoming emails addressed to a designated mailbox.  
 
EMLmonitor contains a fully automated component that will optionally create a call 
ticket automatically from incoming emails. The emails may also be viewed in a new 
menu option named ó Email Queueô to generate a new call log. 
 
Attachments also come across from the email system. 
 
Replies to emails generated by sitehelpdesk that are sent back from Users will be added 
to the original call as an Event (along with any additional attachments). 
 
To turn on the EMLmonitor features, purchase and install the additional module then 
select Yes in the configuration page.  
 
Default email format 
 
The default email format is used when either manually or automatically creating users.  
 
Select the first part of the email address e.g. firstname.lastname or what ever is your 
corporate standard and then the last part e.g. @mycompany.com. 
 
Using the details of their name this will then generate the email address. 
 
 

Tip: This is particularly useful if you use the free format user call log entry ï see the user 
Options below. 

 

Note: If your email format is not listed then inform support@sitehelpdesk.com  

 
SMS (mobile Phone) integration 
 
Turn on this feature to receive the automated text notifications to a mobile phone when 
calls are assigned.  
 

Caution: The Operator must also have the SMS alerts box checked for them to receive 
text messages. This may be used to opt in or out of SMS notifications. These may be 
altered in the Admin, Operators page or by each Operator from the notes icon at the top 

of the home page.  

 

mailto:support@sitehelpdesk.com
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SMS messages are sent out via a global network to which you must first register. There 
will then be a small charge for each message sent. There is no additional charge from 
sitehelpdesk.com for the SMS features or integration to the text messaging service. 
 
Click here to review the service and begin the registration process.  
 
Please also contact support@sitehelpdesk.com to confirm your registration for this 
service and enter your id and password for the service. 
 
Permissions 
 
Turning on this global permission allows Operators to create a new user on the fly. This 
may be either when they have searched and not found them on the new call search 
screen or when you use the free format User option - see below. 
 

Caution: If you use the Free format user option to collect user names and details then 
you must turn this privilege on otherwise the Operator will not be able to create the user 
when they pick up the ticket from the Call queue. 

 
Check Open Call 
 
When a call is logged from either the Operator or User New Call pages then once the 
details are entered all other open calls for that user will be display and they are 
prompted as to whether or not they still want to log the call. 
 
This feature is useful where many people share a PC and there is a strong likely hood 
that the same problem would be logged many times. 
 
Sessions Time out 
 
If an operator logs on from a remote PC or leaves their PC unattended of periods of time 
then there is a security risk that somebody else could gain access to the helpdesk by 
simply using their PC. To reduce this risk, set the time out value so that the Operator is 
automatically logged out if there is no activity with in the helpdesk application. 
 
If you find that the logout period is too short then this can be increased up to a value of 
1440 minutes (24 hours). 
 
This may be overruled by any values set in the IIS server itself. Customers may refer to 
the online FAQ for configuring IIS

http://www.2sms.com/?affiliate=sitehelpdesk
mailto:support@sitehelpdesk.com
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User Call Logging Options 
 
Sitehelpdesk has been designed for use on secure Local and Wide Area Networks 
(LAN/WAN) or Virtual Private Networks (VPNôs) over the Internet. For this reason, Users 
do not need to login to be able to log and track their support requests. Depending on 
how your business operators, you have a number of options for users to identify 
themselves. 

1. Using Windows NT authentication  
2. From a drop down list 
3. Free Format 

 

Note: With all these options, the IP address of the machine where the call was logged is 
displayed in the subject field of the call so that you can clearly identify where the call 
originated even if incomplete or inaccurate information is provided. 

 
 
User Call Logging - Using Windows NT authentication to identify the user 
 
This is the most ósecureô option. Saying Yes to using Windows NT Authentication will 
result in the user call log screen (http://{machine}/sitehelpdesk/user/log.asp) displaying 
the users name when they log a support call. This name is picked up from the User list in 
sitehelpdesk using their NT domain and account information. The user will not be able to 
change the name. 
 

Caution: the User list must still be populated and include the NT account information for 
this feature to work properly. 

 
The advantage of using NT authentication is that the user does not need to identify them 
selves when logging a call for the first time. They will also only log calls under their own 
name and can only view the history of their own calls. 
 
Note that with the other options a cookie is placed on the machine so they do not need 
to identify them selves the next time but they can select another name if the machine is 
shared by a number of people. 
 
If you use this option then you do not need to also prompt staff to enter their department 
or telephone number. However, staff move around and may need support from other 
locations so you may still want to display this. 
 
You may allow staff to update their own permanent record from the user page. A red 
arrow then appears beside their name with a link through to edit their details. 
 
User Call Logging - From a drop down list of names 

 

If the user list is not too long then you can opt to provide a drop down list of user names 
for them to select. The next time they go to that page from their machine their name and 
related details will be automatically populated using a cookie. 
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User Call Logging - Free Format name entry 
 

This is the most versatile of all the options and allows for rapid deployment of the 
application. The user is allowed to type in their name to identify themselves. 
 
We recommend this option if you are in a hurry to roll out the user call logging feature 
and have not populated the user list. This may be because you do not have an up to 
date user list or may operate in an environment where there is a high turnover of 
permanent or temporary staff. 
 
All you then need to populate before going live are the Site and Department 
descriptions. 
 
You must also make sure that the Permissions section of the configuration page allows 
Operators to add users i.e. without needing access to the administratorôs menu.  
 
When a new call is received from a new user and the operator opens that call, then the 
system checks to see if that name exists in the user list. If the name is not found the 
system displays a list of similar names (just in case it has been typed in differently). The 
Operator may then either select a name from the list displayed or press the button to 
create a new user. The new user entry screen is displayed pre populated with their 
name, site, department and telephone number (presuming you prompted for these when 
they logged the call) and the email address is generated automatically based on the 
format entered in the configuration page. 
 

Caution: For the automatic creation of a user record with no additional data entry, you 
must prompt the user for their department and telephone number. 

 
If a user does not log the call themselves the first time and requests support via the 
telephone or personally then the operator has a button on the user search page of the 
New Call screen to allow them to create that user there and then. 
 
Recommended screen format for Free Format User entry: 

or  
 
The second screen shows the minimum required to provide sufficient details for 
automatically creating a complete new user record from the information provided. 
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User Call logging style and form content 
 
The next section of the User configuration options allows you to choose the preferred 
layout of the user call log and decide how much information to ask the user. 
 
sitehelpdesk has been designed to reduce the work of the support department by 
allowing you to collect as much information as required from the person who requires 
assistance. Each of the fields available will be discussed below. 
 
The first thing to decide is the most suitable menu and screen layout that will best match 
your intranet site scheme. 

Á No Menu ï all details displayed on one page 
Á Top Menu 
Á Left menu 

 
There are two other layout options available to you, if you want to prompt for the user 
department before taking them to the call log page. 

Á Select Department - Top Menu 
Á Select Department - Left Menu 

 
The following screen shots have the entire available user features turned on except the 
due date (new in 6.8 patch) and the two Extra fields available in version 6.8 (see Call 
field Definitions section below). As we explore each option, you can decide whether you 
want to display and prompt for that much detail.  There is also the Scripting tools that will 
enable you to collect even more information or provide self help for specific call types, 
with out cluttering up the call logging screen. 
 
 
No Menu Screen Layout ï all details in framed pages 
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Top Menu Screen Layout 

 
 
Left Menu Screen Layout 

 
 
Select Department Screen Layout Options 
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This option prompts for the department of that user first. They then click on the arrow 
image and are then presented with a list of open calls for their department before logging 
a call. There are two further options on layout with top or left menus. 
 

 
 
 
 
 
 
 
 
User Logging Options ï features 
 
Á User Page Title 
Á Display Feedback form 
Á Display Links 
Á Display Category of Call 
Á Display Userôs Phone and Department 
Á Allow User to Attach files 
Á Allow User to Close Calls 
Á Allow User to Add Events 
Á Allow User to select Call Type and Sub Type 
Á Allow Users to reopen Closed Calls 
Á Allow user to enter a Subject line 
Á 6 Extra definable fields and Due Date (see Call Fields definitions section) 

 
Title on User Logging Page  
Enter the title to appear on the user log pages. Especially useful if you have multiple 
installations. Note also that the welcome message is changed from the Administration, 
Whiteboard page.  
 
 
User Interface Feature Defaults 
 
The system will always display the User Name and the Site (location) by default. If this is 
an existing user then the Site details will be retrieved from the User record. They are 
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allowed to change the Site because we recognize that people do move around and may 
be at another location when requiring assistance. 
 
FAQôs and Call History defaults 
 
Users are always given the option to see the FAQôs and their Call history. If you do not 
want them to see these then the menu options will need to be removed from the page, 
however these are deemed as necessary to reduce the workload on the support 
department. 
 
By allowing users to see their call history, they do not need to interrupt operators to 
obtain a status update. 
By providing users with searchable FAQôs you can build up a set of answers to common 
questions and preempt a number of support calls from being entered, freeing up staff 
from answering repetitive and simple queries. Attachments can be added to FAQôs for 
further detailed information.  
 
FAQ may be assigned to a Call Type / Sub Type (under tools, FAQôs) and the relevant 
FAQôs are then automatically displayed to the user when the corresponding Call Type / 
sub type is selected by them. 
 

Note: sitehelpdesk does not provide users with access to the knowledge base. This is 
because the knowledge base includes past call history information, some of which may 
be sensitive but also because knowledge bases require technical expertise to diagnose 
if the solution is relevant and still valid. It is not wise for Users to óhave agoô at fixing 
some problems them selves. 

 
Display Feedback form 
 
Adds a menu option for the Feedback form where Users can make comments, 
suggestions, complaints and praise. A new menu option is made available from the 
Administration Menu to review and process any feedback received. 
 
You may specify an email address to send notifications of new feedback responses to. 
 




































