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Latest features Summary (these are shown in red in this document):
e Hide Call Types / Categories from Operators
Set Workflow to change Operator and Status when selecting Tasks
Display script as a Form for Operators to complete on new call entry.
EMLmonitor configuration now available from Administration, Configuration page.
Problem Management
Change Management features including
e Email notification of new Change Requests
e 8 Additional fields with optional formats
e Change Type tasks lists with auto Status changes and Required flag
e End user change management review and logging options

Operational new features are highlighted in the Operator Guide.

Check your current version from Help, About menu.
If you are on an earlier version, upgrades are available to customers from the
support site — Do not upgrade from the down load registration page as this will
overwrite data and configuration.
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Introduction

Sitewebdesk has been designed for customer support by any type of organisation. The
application may be used to log support requests via email or over the telephone as well
as customer login over the Internet.

Please refer to the separate instructions for installing and licensing your software. This
guide provides additional background information for the configuration and management
of your sitewebdesk installation.

There are other useful resources available to you that should be read when carrying out
relevant tasks.

A Application Help.
o There is a brief a 0Getting Started6é guid

o Each page has a| 2 button that will display relevant help on that page.
This help text may also be searched upon from the Help, User Guide
option.

A On line Community Help.
o The sitehelpdesk.com community support site provides customers with
O0Linksé to a number of technical referenc
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 to the various ways
that the product and your support department may be organized and
managed to work effectively together.

A Notes, Tips and Cautions contained in this guide
0 Notes - Interesting information related to the surrounding discussion.
o Tips - Offers advice or teaches an easier way to do things.
o Cautions 7 Will advise you about potential problems and helps you to
avoid them.
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Accessing the Application

A Operators
Support personnel (| ab ermayldgindoQhe appleationusng by def a
their web browser and going to the following URL (Uniform Resource Locator or web
address):

HTTP://{your server}/sitehelpdesk

Then alternatively click the login option to go to the smartphone interface for call and
asset management located at:

HTTP://{your server}/sitehelpdesk/pda/default.asp

Where {your server} is the name of the machine or the DNS name where the
sitewebdesk support site is installed.

The Operator login id and access privileges are set from the administration located in
the Operators menu option.

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

A Customers
External Customers (| abwmdyaaesdtieapplicationeising by def a
their web browser by 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
sitewebdesk support site is installed.

Once you are comfortable with the set up, we advise that this URL is made available
to all your customers from a prominent link on your corporate Internet web site.

Within sitewebdesk, Customer contacts are considered to be un-trusted users on
your web site and are required to login to the support pages.

You may either use a common id and password set up on the customer address

page, or give each cust omeusingdheipembiladdteds t hei r ow
and their own password. These are created in the Contacts tab under the

Administration located in the Customer menu option.

Contacts wil/l be able to view all their own co
any companies below them in the hierarchy. Refer to the section on Setting up
Company Details for more information on creating customer hierarchy links.

There are a number of configuration options available to manage the features that
are made available to Customers. These are explored under the customer
configuration options sections in this guide.
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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
this from the support site and review the sitehelpdesk Alerter installation guide from the
sitehelpdesk.com support site Software Upgrade menu.

Sitewebdes k support philosophies

Sitewebdesk has been designed with an emphasis on reducing the reliance on
telephone support facilities and resources along with increasing the effectiveness of the
support department.

This is achieved by:
a) Providing customers with the facility to log and track their own support requests.
b) Providing customers with on line FAQs, which you may build up over time.
¢) Providing a support and account management web site for shared sources of
information via the links and knowledge base options.

This service is easily provided by making the link to your sitewebdesk customer support
site a prominent feature of your web site home page.

You may also like to promote your new support service via communications to
customers or offering the web support alternative in the call queue and routing
messages on your telephone answering system.

Sitewebdesk may also be used to promote your products and services to existing
customers via links, scripting and white board messages. New menu options are easily
added by your web designers to compliment your sales and support services.

Quick Start

If you want to set up, configure and go live with the application as soon as possible, the
following procedure is recommended.

Obtain a license key

Set up amMy thlagamsou want your Operators to be
Create the Operators that you are licensed for and allocate to their relevant team.
Check the Administration, Configuration required options and modify if need be.
Enter your Product or Service descriptions.

Customers and associated Contacts may be imported straight into the database
or created on the fly by the operator taking the support request. Customers will
not be able to login to their support site until you have set up their record and that
of a contact.

Provide your Operators with their Login credentials and the URL to sitehelpdesk.
Create a link from your Internet web site for Customers to log and track their own
calls (optional of course).

> > D

>
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The remaining configuration options and tools may then be explored in the free time
realized by implementation of sitewebdesk.

Caution: | f you are importing your own dat a
Guided available from the community web

Upgrading from site helpdesk to sitewebdesk

Sitewebdesk has its own installer but if you are using sitehelpdesk then it may still be
upgraded. Upon request, you will be sent a zip file. These pages will utilize the same
existing sitehelpdesk database but will overwrite your current configuration settings.
These will then need to be reentered via the new Administration, Configuration page,
which has a number of new features for customer support.

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.
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Customer Administration Menu Options

This section provides an overview of the administration options and identifies new
features.

Use the on page help for full details.

Customer

Your customer details should be entered here or imported following the data import
guide. Note that all terminology may be modified via the configuration page to reflect
your business.

Search _ Wetony Mo Call My Open Calls (1) Call Search Logoat (admim) ‘
~
of P Servce Managoment
- Castormer |
o G Change Management Customer Angeta Appletan No Marketing ¥ Actva
o % toos :
Addeess The Syeel
-] |||| Reports
-] : nvertory Basagement
Town New Tawn Cowrty  Sumay
E" Administration
& Postcode GUB SET Cowrtry  England
Cunioened
& Team Prons 0171 144324 Eax
& Operitm N
Satus Customer Acc No AIZA
Type Hranch hd Head Office Eill Buntny ”
Sector Fnancial v Reguon Ewope -
Houdy Rate 000 ¢ SLA Profile GoldLevel =
@ Raply Mesaages Support [assignio] = Acc Manager  {aszgnto) -
B vnieecany Castzimiet Irtmetace
9 Sonprs LogoniD Pasword Locked out (vew log)
€ 3 Cah Templxtex eor— _—
O Senotied Cab Welcome Detaut ~ FAQ /Links . | Goups @i | | FAGs | Lnka
Comments This will be displayed when you search for this .
cusotmer To log new calls = ¥ Display
P 1isis s ﬁ Seve | D;Qa Customer Angels Appleton has been updated
{ip Idy
® MenuMantenancs
XK Comguraton

Address

Not all fields are required, so if you have incomplete data or separate detailed customer
recording systems, you do not need to duplicate here. There is separate help on the
page but the functions of certain fields are explored below.

No Marketing check boxisusedtooptout all this customerés contac
marketing email addresses available form the email icon on the customer search page.
Alternatively, individual contacts may be opted out.

Active check box is used to hide this customer from new call log search and drop down
selections. It will still be available for report selection so is useful to hide a head office
when it is used just to group active branches for reporting purposes only.
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Status: This is available as a searchable field and can be used to track the progress
form Lead, to Prospect to Customer. You could of course rename and use for other
functions.

Acc no. this can be used to identify a key code used in other systems such as your
Accounting package. The application does not provide links however these can be built
using SQL ODBC connections or ASP queries.

Type: CUST_TYPE value list allows you to create hierarchal descriptions of your
customers. For Head Offices set the type to Head Office to include all the branches in
customer related charts and reports. The head office will have an asterisk * next to them
and the branch records will be included in the selection made.

Head Office: Save first as a refresh will lose any recently added information. Then use
the red arrow to select a Customer Head Office (i.e. a customer name that you want to
have higher in the hierarchy). This feature provides customers in Head Offices with a
drop down list of Branches to log tickets on their behalf and to also view tickets for all
their Branches. Also allows you to select contacts from the selected Branch or its Head
Office.

Sector and Region: This provides a drop down to categorise customers for analysis via
the Customer Chart and Search pages. Update the drop down selections from Value
Lists, CUST_SECTOR and CUST_REGION.

Hourly Rate: This is the base rate used for charging time recorded against Call events.
An Event Type is created under the Value List EVENT_TYPE, which also holds a
multiplier to be used against the base hourly rate. Non billable time may therefore have a
multiplier of 0.0 but any combination is possible.

SLA Profile: This is a required field so that the correct SLA priority can be selected on
the call log page. SLA Profiles are set up in the Value Lists, CAT_PROFILE and the
detailed SLA priorities for that profile (with their Escalation, response and fix times) are
set up in the Priorities option.

Support: This customer may be allocated a support operator or a Team. When
customers log tickets then if no auto assign is available for a call type/ sub type then a
check is made to see if there is an auto

Account Management: This identifies the Account Manager or Team of Managers. The
Operator accounts may be used to identify them as Account Managers only. They will
then be restricted to an Account Management menu option that will allow access to the
above customer, product, contact, call and change history records only for those
customers where they are either the Account Manager, or a member of the Team
assigned as the Account Manager. Note that they may also only Link customers to
others they are the Account manager or Team member. These account Managers
operator ids are available at a reduced rate. Email sales@sitehelpdesk.com for a
guotation.
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Login id and Password: This is an optional way for your customers to access their
support site features. It is a shared id and password. The alternative is that you give
each named Contact their own unique login id (their email address) and password.

Welcome: The value list USER_MESSAGE may be used to create a number of unique
welcome messages for customers. The welcome messages are entered and updated
from the Whiteboard menu option and may include imbedded html to pick up customer
logos, add new links, change text colours and so forth to give each customer their own
unique customer support experience.

FAQ / Links

This feature may be used to provide customers with their own Link options and FAQs.
Each FAQ and Link can now be assigned to a specific Group (CUST_GROUP).

Create CUST_GROUPS via the Administration, Value Lists option and then assign one
or more groups to the customerviathec u s t o @oup didton.

You may quickly view what FAQs and Links that customer would currently see via the
handy FAQ and Links buttons on the customer update page.

Note: Customers will see all FAQs and Links ticked for viewing by customers as well as
those specifically in the customer group(s) to which they are a member. Grouped FAQs
and Links must also be ticked for customer viewing to be included.

The customer self help features where FAQs pop up based on Call Type / Sub Type
selected will always be displayed to all customers regardless of their group membership.

Comments: This can be used for additional information about customers that is viewed
from the customer Enquiry on the Call update page. By ticking the Display box, it can
also be displayed as a pop up when selecting a customer on the Call Management, New
call screen.

Contacts
These are the people who work for your customer and may be given access to log
support requests. They login to the customer support site using their email address and
the password you set here. They may change this password themselves later from the
call log pages. Note: You can also set a default id and password for the company as a
whole from the Address page.

| comming | Ptestem | pommnn | Cwmes | bems | Cem | 2
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A contact may be opted out of marketing email list and be given the privilege to be able
to update all contact information (add, delete, amend) via the customer support site.

If you have a Head Office / Branch structure, any contacts entered in the Head Office will
be able to log calls for Branches and be assigned on a Branch call. Do not enter them
multiple times.

Phone number may contain + and # symbols

New Contacts may also be created fromahe Operat
call, if the Permission to create customer records has been allowed in the Permissions
section of the Configuration page.

Products

Set up all products or service types relevant to providing support. Note this may be

|l abel ed a 6Ser vi ermibologyyabetimhcaniiguiatiorg Prodhces may be
allocated to Customers via administration, Customers or via the Add button on the new
Call page. Alternatively, the option to allow any product to be used on calls may be
chosen under Administration, Configuration, Call Fields Definitions, Product Selection
section to save allocating them specifically to customers.

Hardware

If the configuration option to track hardware has been turned on then a tab appears and
you can add as many inventory items as required. These may also be added from the
Asset Management menu.

Hint: If you do not use Asset numbers then set the configuration item to auto create a
sequential ID for each Asset to Yes so a unique identifier is automatically given to them.

You may drill down into hardware items to update, add relevant attachments, flag as
disposed, log third party support, move to stock or view the relevant call history.

This screen pops up from the arrow next to the inventory item on the call log page so
that you may manage inventory from there too.

Change
Change requests may be assigned to customers and will be available here, as well as
via the Change Management menus.

Events
This area may be used to track correspondence, sales follow-ups, campaigns etc and
also attach any relevant documents such as SLA agreements.

Calls
This option displays the complete call history for that customer.
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Customer Self Registration (new feature from 7.0)

There is a feature available to allow customers to register themselves over the web. To
turn on this feature, change the file extension for \user\selfregistration.as_ to .asp and
create a link to the page from your web site.

Administration Features Summary

The following summarises the new features available under the Administration menu,
with those in the very latest release highlighted in red.

Team

Teams are used to organise and group Operators. There is a check box to ®isplay in
Call assignmentso . undhdcked, this Team does not appear for assigning on calls.

Check the boxes for Teams to receive emails and SMS text messages (in conjunction
with a 2SMS account, see Configuration.

Page: 9
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Operator

Set the menu options and privileges of Operators.

Existing Operators :-

admin
Bob
Gerry

Operator Maintenance

Operator 1D -
Name :
Password :
Email :
Mobile :

NT Account :
Type :
Manager :

Menu Style -

Status -

Permissions -

Restrictions -

Access Control :

|Gerr}'

| [ Locked out (view log)

|Gerr}' Pacemaker

|gerr)'@mycc:.com

| Alerts : [+

| Alerts : [

|Supp0rt

v

[New Style Full

v

VI Display in Call assignments

Teams

[Available V||

Reassign Call
U Close Call
¥ Re-open Call

[Vl Access to My/Team requests only

Service Management
Problem Management

vl Change Management

Toals
Reports
Administration

¥l Inventory Management

[] Account Management

B

Operator accounts will get locked if too many unsuccessful attempts are made to login
with the wrong password. Administrator may clear the lock here and also enquire the
history of operator logins. There is a Login Summary report available under the Reports
menu to view all Operators most recent login and history.

Permissions: check these to allow the Operator to reassign, close and reopen closed

calls.

Restriction: 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 wi | | not

have

access to other operatords

©2018 sitehelpdesk.com Ltd
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Type: Selection for Operators and Account Managers. This now auto completes the
Access Control option for Account Management and deselects other options. A new
license key is required for Account Managers. These are available at a reduced rate,
contact sales@sitehelpdesk.com for a quotation.

This option will make customer records available to any operator classified as an

account manager. This is achieved by selecting either their name or a team they belong

to on the main customer page from the Acc Manager drop down list. The new Account

manager menu contains only their own / or their Teams designated customer records

and associated contact details and products records. They will then have the ability to

update these and add customerdés events of commun

This feature may be used to provide all sales staff access to the helpdesk to manage pre
and post sales activities without impinging on the call management or administration
features of the helpdesk.

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.

Old or new improved Menu style can be made available to Operators here. If access to
Service Management menu is not given, select the ew menu left onlydoption.

Check Ddxsptlaaydé i n Cal linchackes,ithis Opesmtortdsesd not applear
for assigning on calls.

Access Control: options to allow access to the various menus.

Note that if access is given to Account Manager menu then they will only see customers

where they (or a Team they belong to) hasbeenspeci fi ed i n the Customeros
under Acc. Manager record. This is to restrict Account managers to only customers they

manage.

For example, you can create a 6Salesd Team and p
and select the Sales team as the Acc Manager on eachc u s t o mdziness page.

The Operator NT Account (domain\id) may be entered here and will therefore complete
the login page automatically if the helpdesk is installed on your local network.

Priority

Set up SLA priorities under Profiles which are associated to customers. There are
additional options with SLAmonitor, refer to SLAmonitor guide.

You can specify an Escalation time before Response and an Escalation before Fix
thresholds are reached. New icons highlight these on call lists with the inclusion of an
exclamation mark.

Call Types

Set up Call types and associated Categories (previously called sub types) and check
those that Customers and/or Operators may use. Create the Call Type, save then
reselect it to see the Category button.

Page: 11
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Call Type Maintenance
Existing Call Types :-

Call Type : |C0nﬂgurati0n
Hardware
Vehicle Allow Customer : [¥

Allow Operator = [«

| Save || Delets | | Categorys
& &
Category Maintenance for Configuration [ﬂ
Existing Categorys :-
Category : |Insta|latinn
Upgrade

Auto Assign Operator
Service Type

Service Catalogue :

Allow Customer :
IAIIow Operator : I
| Save || Delete | | Tasklist(3) | | SubCategorys | | Back |

You may auto assign an SLA Priority and Operator / Team to a Category (sub type).

Sub Categories may also be created for one or many Categories allowing three tier call
type analysis.

The Service Type provides an additional level of analysis for Call types/Categories. It is
effectively a higher (top) 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. Open Call lists allow selection
of the Service Types to show the queues separately.

Task Lists button allows you to detail up to 20 tasks required to complete this type of
call. Workflow has been added to automatically reassign and change call status when a
task is completed. The Required box will not allow a call to be closed unless the Task is

checked as having been done. In the example below the call may be closed if approval
is not obtained.
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Task List

Call Type : Configuration Category : Installation Task List has been updated

-@

‘Spwm required equipment ‘ [InProgress | [PC Support v| W
2 ‘Mhm three quatations ‘ [{select status} | [John v| W
3 ‘0"“‘"“’" manager approval ‘ [Deferred v| [PCSupport ~| [
4 [received order and scanned serial number into asset register ‘ [in Progiess V| [fassign e}~ [
g |configure equipment ‘ [iselect status) v| [Development | []
g |Installed andissied ‘ [Closed V| [fassignte} _v| [
7 ‘ ‘ [{select status) v| [{assignto} | W
3 ‘ ‘ [{select status} | [{assignto} | W
9 ‘ ‘ [{select status} v| [{assignto} |

Call Update

Call Details Date [ Times

No.: |4 urgent [IProblem [inc. KBase Date : [30/04/2014 10:39:48
Summary : |need help H@ Response : I [ ]
Description : Fort Family 1|l Font 5 B s U A-w- Close : I [ |

abc A

Customer Details

Customer:  |Angela Appleton Itd 22| Contact: >
Product : {select product} v Asset No : l:l

Call Status

Call Type : Category - [Printer v|[Error V] @

Operator  [Development V] Priorty:  [3.thedum V] 1%
Status-

Call Actions.
Task Dane Date Operator
Tasks (2/3) dosa v 3012018 10:25:20 admin
Attachments e
dob E 3004/2014 10:41:50 admin el .
Ehans 03:35 Event time
deoe O 00:00| Est time
Resolution :

[ Update | | SpeliCheck | [ MewCall
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Tasks appear as check boxes in the Event window on the Call Update page and the call
cannot be closed until they have been flagged as Complete.

You can turn on Service Catalogue from the Administration Configuration make the data
available to Customers (Business Catalogue) and Operators (Technical Catalogue) from
their call pages.

Call Type Maintenance

Existng Call Types

The Call type page contains two Print icons, one for Technical
Cochgrastion , Service Catalogue (details available to Operators) and one for
Sohumy .| Business Service Catalogue (details available to Customers
This information is made available from red icons on the User and
Operator call pages. See examples in Configuration, Service
Catalogue section.

Delete call type, Categories and Sub Categories by deleting at the lowest level first. You
will be prompted to reassign existing records so create any new ones first. You may
move to a new level when deleting. l.e. move a category up to a call type or down to a
sub category.

Note that alternatively you may simply retire unused call type / category by unselecting
the 6 Wowboptions from user or operator, which will hide them from their view when
logging calls and avoid having to reassign historic calls. Disallowed call types are still
available for reporting.

Delete Sub Category

Thete are the followng records associated with the Sub Citegary '|select typel  These records will need to be updated
5 CALUS)

Selact a replacement Sub Category

Hasoware V| Compuier Vi lgakaciype) V! Upsess || Cow

Call Status

These are preconfigured but more may be created. With SLAmonitor installed any new
ones may also be set to act as a d@eferredéstatus and stop the clock.

FAQs
Frequently Asked Questions, or FAQs, are those requests that can be easily resolved by

the end user and do not usually require support calls to be logged. They are included in
KB searches and are usually made available to customers.
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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.

FAQ Maintenance 2

FAQID Cpeans Viwwad 3 Q

Lant Upsitad M262001 073055 Custorrer Viewsd ] 9
& sitowebdesk
g Home Updated By sdnn
Logout Cal Tyge Hoycwarn = Sab Type P -
Hoy
af Managetreol

hange Management

£ FAL Yiew Surrenary - Wiadows Inles et

FAQ View Summary

Daa View By

- e ——
=8 [etnr ) (o) [CSesioms ) [Ammerns |

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 Customer issues.

FAQs may be associated to specific customer Groups. Other customers, not in that

Group, will not be able to view the FAQs. Therefore, only associate to groups as part of
the Administration of Customers.

Features Include:

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

é] Provide a printer friendly view of the FAQ- use the File, Print option in the browser
window to obtain a print out.

—ISF'E" Check Spell check on question and answer text:

/3 spell Check - Microsoft Internet Explorer provided by oy ] 4
Mot Found in Dictionary:
a networked printer to your PC speel checker Ignore Once |
Ignore All |
Add ko Dictionary |
Suggestions:
spiel Changs I
steel Change all |
AutoCarrect |
Dictionary language:
[ Check grammar
Cptions... Unido I Done |
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MI 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.

Event Reply Message Maintenance

Meised  Grice acoe TAXT Dere ©

Wyt | | Cutede

Whiteboard

Set ticker message and customer welcome page which may be specific to each
customer.

You can create several welcome messages; Firstly, create a name for the new welcome
message via Administration, Value List USER_MESSAGE. Then select the new
welcome message name here and enter the message. There is a Preview to see what it
will look like on the user pages. Only one welcome message may be active by ticking the
box. (an asterisk is displayed by the active message in the drop down list)

Scripts / Form (new features)

These are used to collect additional information only relevant to a particular Call Type/
Category when logging tickets, without cluttering the page with extra fields that are only
sometimes relevant.
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Script / Form Maintenance

Existing Scripts :-

Standard Printer Script * Call Type :
Category :
Description : |Standard Printer Script
Active : ]

Permit Qperator - [+

Permit Users : L4l - - -
Interactive script after call is logged

Display Type : Static form displayed on call input
| Save || Delete || Clear | | Questions (8) |

Motes : * indicates that Script is active. Only one active Script per Call Type and Category can be set.

Select the Call Type/ Category and give the Script a description to identify it. Select if
this will be Active and whether it applies to Operators, and Users.

Save the new script details and then select it again from the list on the left. Then click on
the Questions box.

For Customers and Operators there is an option to display the script questions either as
an interactive set of questions/prompts one at a time after the call is logged

Or

Displayed on the page as a static form which appears in place of the description field
once the Call Type/ Category is selected:

STEMGAPOESK - How el
Tempioto [
e Customes Angels Appicton
Cortact Arguly | Productx fedect product] v
= O rewebdesk Coll Type |\yu;~;v: ™ Categary Printer V|| {salect type) v
Surmirery
Syt Quensom
s the pointer locally atachaed 10 your PC? Yes [ No
K . Ersura that the cablo botwaen tha PG and Printar is connaciad oK
B Customes Ovwtisls ks tho pnintor tumed an and loaced with paper? Yes [INo
8 Loy Tum tha pontes on and load paper oK
Ploase enler (he mskos and moded of he printer |
An angnear will contact you shoetly OK

| BpaNCheck || Loz Call | Pesss sobecr the s Canogony

Note the form feature is only available on the Customer page. Operators will always be
asked for the script responses after logging the call, as will users if interactive script
option is selected.
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Script /| Form Questions

Call Type Hardwe Category - Printer

Description  Standard Printer Scrgt | Scopt | | Sove

S fawmin | e [veses
1 In the penter locally attached to your P | YealNs V7 3 v 3 ~-
2 Enswre $hat the coble between the PC and Printer is Al o ~ ) : -

connnctnd v

g | Inthe printer tumed on ke loaded with puper’ Vealie v s vl |4 v
4 Tum the peinitee om und lowd pape r — eV Vv
5 Plasss arer hn make and model of the printer Taxt ~ & v End v
& An sogioaer will Contact you shaortly oK v Ead v End v
T v v v
8 v ~ v

Add up to 20 Questions. The prompts may be to enter some Text, answer Yes or NO, or
to just say OK.

The script columns for Yes/No sequence allows you to also set the next question
dependent on Yes/ No answers given. Only applies to scripts. Forms will display all
Questions.

The available responses are;

Click on an | Useful when just providing information

Prompt f or 0| Usedto capture additional information pertinent to the call
being logged

6Yes or No 6 | Usefulforspecific information and when the next script

guestion depends on the outcome. l.e. you can route the script to
another question or comment depending on whether Yes or
No is selected

Once these are setup we advise testing thoroughly. You should not reach any dead
ends because a 6go to endd will be inserted by
does need to be checked.

The results on the script responses will appear in a popup window available from the
Script button on the Call update page. Note: This button only appears on the call update
page if there is a script attached to the call.

Form data is displayed in the description field, which also makes it searchable.
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Call Templates

Call templates are predefined call details which can be used for quick fixes or procedural
work.

Call templates are predefined call details which can be used for quick fixes or procedural
work.

Add a Template name (description) then save. Then select that template and complete
the call details as far as practical. This may include a Customer name.

Make the template Active for Operators and/or Users. A drop down will then appear on
the new call pages to select a template.

Template calls associated to a Master template will be auto generated along with the
Master when the call is logged and will be Linked to it.

With the additional of SLAmonitor you can also generate Template calls on a schedule.
Scheduled Calls (requires SLAmonitor)
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.

Scheduled Calls

Description Weekly COff=ite backups ’
Template : Backups -

Start Date : 19/04/2010 %Time - 00:00

Frequency : Weekly -

Last Run :

Active - 7

| |pdate | | Delete | |Ba|:k|

Only one template can be selected at a time, scheduled calls do not generate multiple
linked template calls from a master. However, you can create several scheduled calls for
the same frequency, e.g. daily. These can be just weekdays (Monday to Friday) or just
weekends (Saturday/Sunday). Requires SLAmonitor version 2.5 or later.

Note: SLAmonitor must be purchased, installed and running for the scheduled calls to be
created. The assigned Operator will receive an email notification when the call is created
if this notification is turned on under Configuration, email.
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Survey

Create online survey of user satisfaction.

Survey Maintenance /4

Existing Sunveys -

Customer Feedback Name Cusiomer Feedback | Quessors 5
Description Pl -
b =
Option 1 Poor > Option 2 Average ~
Option 3 Good v Option 4 N/A -
Option 5 {seleci] - Ogption 6 [{select] v
¥ Display Commenis
Comments Label .  This is a comment

7 Send Confimnation Email

Confirmation Email

For 2 Call related suney use this hyperink in the Closure email
hitp:iisitehelpdesk.info/v8/admin/sui .asp ?srv=18id=Fcallid#

For a General survey use this hyperiink in an emad or on 2 web page
hitp:/isitehelpdesk.info/v8/admin/su .asp?srv=1

To create survey which can be emaded 1o a selection of users
Click here

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 i
SURVEY_OPTIONS.

Save this survey.

Along with the survey questions, you can ask for some General Comments back. Note
that you can also prompt for a comment on individual questions as well.

Confirmation emails may be sent back to the user when they have completed the survey,
enter what you want to say and check the Send Confirmation Email box.

Then select again and enter your Questions.
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Survey Questions

MName : Customer Feedback

Description : Please take the time to complete the following survey to help us improve our service. Thar

=
9 How would you rate our initial response time? -

Gomments comment on individual

2 How would you rate our time to rezolve the iszue? -
Comments D

3 How you you rate our ability to keep you informed of any progress? -
Comments D

4 How would you rate the knowledge of the support contact? <

Word these in such a way as the customer can select an appropriate option ranking. Tick
the box to prompt for a comment and add a text to accompany it.

You may Preview the survey to see what it will appear like to end users.

ISUMV
Flease tako tha 1ima 10 complate tha folioseng sunay 1o help 3 Imptove cur servce Thask you

Foar Aswerage Gosd MIA
1 How would you rate our neal response trme?

comment on indeduat

2 Mow would you rate cur teme 10 reschee the issue?

How you you rate ow abiey ta keep you informed of any
prograsa?

4. How would you rate e lnowledge of e suppart contact?

w

How would you rate e atstude of the suppon Comect?

m

Oveall how would yoo rate cur senice?

This is & comment

Name
Prone

Emat

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 Administration, Configuration page, use code
similar to the following (substituting your actual helpdesk web address). Note that the link
includes the srv=X which is the survey id number.

Page: 21
©2018 sitehelpdesk.com Ltd



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

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

The third Sample Survey option is to generate emails to a sample number of users
based on the number of calls between two dates. This can also be done for specific SLA
priorities of calls to build surveys ignoring irrelevant ones.

Sample Cail Selection
Daterange - 1 ~ My v A0

Pnoety {oaluct categery) | = Percentage oo S |
T. Ccal
2 Heh
Cal User E53 Mt
4 Low
5 Parned
Generate Emall

Subject . gpvay
Body Flease take the time tTo provide some feedback om your

recent support eaguiry. It will cnly take a minute.

Praves Serdd Erade )

Survey 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
— e [ " survey results. You may enquire
s (108 Domay 38 (300 1 - ] o5 0 on each operator / Team to see
T the results details for them and
A Opd | [ T enquire on the actual calls they
s relate to. You may also select a
single Team and group all the
team member call survey results
into one chart.

Survey Fesdback

" W B e
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Note: 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.

& General feedback option displays the chart for all the selected survey results.

Survey Feedback
[ym— Castatwe Fonbidh ¥  Tian Desnbgrrant »
Owsrenge: | % Jewwy & 00 0 Mamh - .

O T Frsdict Q) Garwad Fonctack

Cuwtomer Festbach

The Survey results are tabulated in the Responses button.Wher e t he &édcomment so
also be viewed.

Sarvwy Kemrroer - Wirtkws Intziret fosre

Survey Responses 1)
Cunzeawe Faedtuns

Phaann taka Foe 3va 13 complets e klowng ey i ek 3¢ snrove cer ammce Thas you

For Aeve Gosd 1A%

o 1 [ » 0 1 !
1 i i oo 1o b W (e o VA . S
3 Hiw ok you rate s v | reaohes o w300 1 8= O S, &
5 i o s seke mt wiity e b o wkevad of vy 0 :
pagar -~ - -~

4 Haw w0ul0 po e T Wt o 1N supoon! a0 & 0 : 7
0 0 by . o

L Hiow weck you rete B e of e sepod cartact? SO S XU )
T Oyetad fun Wt yo iatp oot anscuT IR . A"
- e ae

Pl el S8 v

M N
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Inventory Form Design

Each Asset Type (also known as Configuration Item, Inventory type or Host type) may
have their own inventory registration form to capture specific information.

The type of asset is held against Value list HOST_TYPE but there is a separate
Administration menu to manage these forms as well. There are two main form options

1. Default form which is usually adequate for IT related items and should be used
when integrating with PC auditing tools. The Extra fields available under
Administration, Configuration are also available for the standard form.

2. Form designed via Inventory Form Design. This includes the main header
elements of the default form plus those of your choosing.

Default IT inventory form example and form designed for a different Type of asset:

Inventory Maintenance ?|
) 2 Linked 3
Asset No A1234 . {nor| Inventory Maintenance
rventory
%' — Linked
" m . y - 73 Inos - 9
Change Hrstory Aszat Ho A1Z3A4 Imvertory {none
Typa Desktop - Toou S =
Customer Angela Appleton ~ Contact Ang| Customar Angela Appleton ~ Contact Argela e
Make Compiq ~ Medel Des Maks Compag v Moas! Daskpio EP
Senal No XYZ1ZAS6TS Host Name MYH Puwchase o 9752 Purchaze Date - 02,06/2010
Purchass No 9792 Purchase Date . 020 Cost 1500 Sanal No XYZ12015678
Cost 1600 Viananty 3 Warranty 3 Years Mantenance Mamico ~ |ifo
Op Sys Windows 98~ Mantenance Mz Fiedd 1 [zalact} * Feld 2 {sedact] =
Processor 700 Memory 128 | Field 3 Fasld 4
Spare {seloct] Spare2 {se) Field 5 Feld 6
Spare3 Spared Fieda 7 Freld 3
Last Audit B Field 9 Fasid 10
Date 32 sy Field 11 Fasld 12
Comments >
Field 13 Fwid 14
Fiold 15 Faaid 16
Comments
Spdens facrmerts Folow ups Dwpean
Upodate Mlacreserts Folew ot Log Fma (1 had m Hose Dugicate

From the Inventory from Desigh menu simply type in and save a new inventory type or
select to edit an existing one. Then tick off the fields you want to display.

The first two fields are drop down selections, click on the buttons to populate with
selectable value.
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Inventory Form Design

Tipe Cor (5m) (o)

fieid 1
2 finid 2
3 fiedd 3
4 Nheid 4
5 field 5
B fiald &
7 fietd 7
8 feid 8
9 field 9
10 field 10
1 fiekd 11
12 feid 12
13 heid 13
14 field 14
15 field 15
16 field 16

17 Comments

Dropdown g
Oropdon = [ikan)
Fraaformat

Freeformat

Freaformat

Fraaformat

Freaformat

Fresformat

Freeformat

Fraaformat

Fresformat

Freaformst

Freeformat

Freeformat

Fraaformat

Freeformat

Text

©2018 sitehelpdesk.com Ltd
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Menu Management

The new version 8 menu allows configuration of the order and content of all the menu
links.

wReATaG (V)
Lon Fhidrd g
Watn Mo Wadew =

The Main menu groups are preconfigured and privilege to each given in the Operator
Administration.

You may edit an existing menu item or the Add button to create your own new menu
options under selected menu group.

Enter the Name (description)

Sub Menus may be used to group at a third level. Enter the name to appear for the sub
menu note; type in the same name exactly for each item to be included that sub group.

Sort order (where you would like it to appear). The sort orders are auto numbered from
the top down.

Specify an icon image location and file name if you like (there are plenty to choose from)

Enter the URL Link to the menu option, this may be a full url to a web site http://..
Select the window you want to page to appear in i Main Window on right of menu or
open in New Window

To move a menu item from one menu group to another create a new menu option and
copy across the details. You cannot delete core helpdesk menus (with the exception of
the Customer menus) but you can create a new menu option to duplicate them
elsewhere. Any new menu options you create will then also have a delete option.
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Administration, Configuration.

Sitewebdesk may be configured from the Administration, Configuration menu option. It is
advisable to explore these fully before going live but they may be altered at any time in
the future. The effect of the configuration options are explored below.

Firstly, check the 6Requireddéd settings, which en
should.

Note:Af t er making configuration changes <ch
the configuration page. You will need to log out and in again for the changes to take
affect.

Required: -

Regional Settings
Paths for Attachments and Exports
Call number offset

Optional: -

Colours and Fonts

Outgoing Email Integration
EMLmonitor T Incoming Email Integration
SMS (mobile phone) Integration
Permissions

Check open Calls

Session Timeout

Customer Logging options
SLAmonitor

Inventory Management

Change and Release Management
Problem Management

Call field definitions

Call List Format

Service Catalogue

Terminology
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Regional Settings
Sitewebdesk 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 6.6 rather than
configuration changes to be carried out by us, email support@sitehelpdesk.com for
assistance.

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

Spell checking features are in English by default T 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: These must be an absolute path i UNC format is not valid. |

The attachment files are saved withanamei n t he format O6( CALLiIid) file
O(FAQi d) filenamed

These can be searched upon via the Call Management, 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 Lists 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. This reports\export folder is also where the csv files are saved when exporting
reports into spreadsheets.

Optional Configuration Settings
Once the above configurations are reviewed and possibly changed, you can proceed to

use the system in its default state. There are, however a number of configuration options
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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 sitewebdesk looks so that it may blend in
with your corporate web site theme.

Select a colour from the options provided to pre-set your preferred colours.
Predefined Menu Colour Schemes -

Menu Page Background :

Menu Heading Background : -
Menu Qption Background : -

Menu Text :

[Select | [Select]| [Select| [ Select]

If you know the Hex colour code for the required shade, type that directly over the
default values. Make sure you prefix with #. There is a colour picker available T click on
the - 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.

& sitehelpdesk
B Home
B Logout
Eifs Help
E& Cal

! Prigity ! Open Gl Bowtin  Condgunt T GONAGUIRNON OP272007 1431
3 Frocty 3 Open Crartia Cred  Cortgune

11/07/2008 143204
I Pricrity3 Open  BMiBentin  Cosdgumtion

2129243 o ListHeader Backgroundcolour
(e o /MenuHeader Background

Sl menis oy SYANA00T 143412

03272007 122910
03272007 143240

ListHeader Text colour
Normal Text Type size

Call Listrow 2 colour
_al MeroTextcalodn I Background colour

| Required Field Input colour |

\[ Menu Heading Background ]

Menu Option Background |

Menu Page Background |

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 fromt he o6éwhi ted sub f
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Email Integration

There are two main types of email integration.
A Outgoing notifications to Operators/Customers
A Incoming emails that generate call tickets.

Outgoing email notifications

The automatic notification to operators uses the 1IS SMTP service. Full instructions for
configuring email integration are available from the documents link on the customer web
site or click here.

Select the format of the email i 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.

Enter the Port number used to send emails (usually port 25).

Select the SSL YES option if you email server requires SSL connections to send emails
encrypted and the corresponding SSL port number (usually port 465).

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 as the sent address (this will also be useful if you have
EMLmonitor as it will capture any replies).

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.

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.

Example:
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56 R TRl R R T D 7 Sova 1 Emeail - Windows internat [x... [& |[O)BK)

Save & Email

Call Events

| bmet FAG | lnset Link || Add Atachment

Event Text

ave | | Soef Check | | Preview Save 4 Eval |

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 menu item.

An email alert will then be sent to an Operator:
A When a call is first logged and assigned to an Operator (but not when
assigning to yourself).
A When an existing call is reassigned to another Operator.
A When a call is 6éauto assigneddé to an

The email contains the Call id, Customer Contact name, Subject and Description.

You may configure the default text that accompanies the email and set the default email
address that it comes from (the reply address).

There are other options for outgoing email notifications.
A Automatically notify Customer contacts when their call is closed. Send the
resolution text in the email.

Tip: You can always send an email notification to the customer contact at any
time from the icon on the call update page and in the Add Events option

A Automatically notify assigned Operators of any events
0 added by the customer contact from their call enquiry page
o if a customer contact closes their own call.
o ifacallis re-opened by the user

Automatically notify customer of Call id when call is created

Automatically notify customer of Call id when received by EMLmonitor
automation process

Automatically notify customer when the call Status is updated.

Send an email notification to an Operator when a follow up is created and
optionally attach a calendar appointment file to the email. The Operator may then
open the attachment and save to their email calendar as a reminder. Note that
SLAmonitor will email a reminder if installed.

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

You may enter the default text that accompanies the email.

Note: The subject line of the email cannot be reconfigured 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.

EMLmonitor - ncoming email call logging (new feature)

With the addition of EMLmonitor, sitewebdesk integrates with any email system with
POP3 enabled to track incoming emails addressed to a designated mailbox.

EMLmoanitor 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 opti Emandmedeed to generate a new

Attachments also come across from the email system.

Replies to emails generated by sitehelpdesk that are sent back from Customers will be
added to the original call as an Event (along with any additional attachments).

To turn on the EMLmonitor features purchase the additional module then select Yes in
the configuration page.

Click the Configure button to set your connection and EMLmonitor preferences. Refer to
EMLmonitor documentation available on the support site. Note that any changes to
EMLmonitor configuration requires EMLmonitor services to be restarted before they take
effect.

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. EU

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.

Page: 32
©2018 sitehelpdesk.com Ltd


http://www.2sms.com/?affiliate=sitehelpdesk

Please also contact support@sitehelpdesk.com to confirm your registration for this
service and to obtain information about additional configuration options.

Permissions

Turning on this global permission allows Operators to create new Customers and
Contacts on the fly.

New Customers may be created after searching for them on the new call search screen.
New Contacts may be created from the add button next to the contact drop down on the
new call screen

Add Customer and Add Contact buttons will also be made available with EMLmonitor
v1.5 manual entry via the Call, Check email page.

Check Open Call

When a call is logged from either the Operator or Customer New Call pages then once
the details are entered all other open calls for that Customer will be displayed and they
are prompted as to whether or not they still want to log the call.

This feature is useful where many contacts log calls on behalf of their company and
there is a strong likely hood that the same problem would be logged more than once.

Sessions Time out

If an operator logs on from a remote PC or leaves their PC unattended for periods of
time, 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, this can be increased up to a value of 1440
minutes (24 hours).

This may be overruled by any values set in the IS server itself. Customers may refer to
the online FAQs for setting this in 1IS.
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Customer Logging Options

This section allows you to choose how much information to ask the person logging the
support call on behalf of your customer.

Sitewebdesk 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.

| Tip: You can collect even more information using the Scripting tools.

Display Feedback form

Display Links

Display Category of Call

Allow Customer to Attach files

Allow Customer to Close Calls

Allow Customer to Add Events

Do you want to display system Events?

Allow Customer to select Call Type and Sub Type
Allow Customers to reopen Closed Calls

Allow Customer to enter a summary description
Extra definable fields and Due Date (see Call Fields definitions section)

T3> 3 I 3> B> I D 3> B D

Customer Interface Feature Defaults

The system will always display the Customer and Contact Name on the new call screen

by default.

FAQs, Call History and Customer Details defaults

Customers are always given the option to see the FAQs and to search on call history. If
you do not want them to see these, 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.
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By allowing customers to see their call history, they do not need to interrupt operators to
obtain a status update.

By providing customers with searchable FAQs 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
FAQs for further detailed information.

Note: Sitewebdesk does not provide customers 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
god at fixing some problems them selves.

Customer contacts may review the company address details and change their password
at any time. Individual Customer contacts may be given the privilege to manage their
customer contacts.
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Display Feedback form

Adds a menu option for the Feedback form where Customers may provide comments,
suggestions, complaints and praise. A new menu option is made available from
Operators Administration Menu to review and process any feedback received.

You may specify an email address to send notifications of new feedback responses to.
Note: The emails to Operator option must be turned on for these to be sent by the
system.

Your scenncs details
lzre Asgmin

Eval 20h 2 D SN0 (e b Covy

Display Links

Allows you to display URL and file Links to web sites, documents and other useful
resources on your web server or over the Internet. These are created by Operators with
the necessary menu access via the Administration, Links Menu.

First set up any menu headings to organize your links using the Value List,
& i n k _ Gr Thengreaie your links using the Administration Links Menu.

Note: Customers will only see those linksthat have the 6Display
ticked against them.

You may select whether to display the link in the same or a new browser window when
setting each one up.

These links may also display call related reports and graphs generated in the Report and
Graph builder options.
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Display Priority of Call
This will allow the Customer to select the severity or SLA priority of a call.

Use this with caution, as Customers are likely to flag all requests as urgent. If you do not
have a rigid SLA in place then you could prompt them to tell you if they consider the
request to be High, Medium or Low to help you prioritize that call.

Call Priorities are created in the Administration, Priority menu option.

1. Firstly, setup any SLA profiles in the value List CAT_PROFILE. This is a
description used to identify a standard SLA agreement i e.g. Gold, Silver, Bronze
but this may be a contract reference or any other description you like.

2. Then set up the Priority levels within the SLA Profiles and for each priority, enter
the desired Escalation, Response and Fix time.

3. The final step is to identify which Priority profile (SLA agreement) should be
associated to each customer. This is done by selecting an SLA profile
(CAT_PROFILE) from the drop down on the Administration, Customer page

Allow Customers to Attach files

If this is turned on, then immediately after a call is logged, the contact will be notified of
the Call id and a button is made available so they can attach a file. They may then
browse their network to select a file to attach to the call.

This may be any file type but will only be viewable by the operator if the corresponding
program is available to open this type of file.

Attached files are copied across to the folder specified in the Administration,
Configuration set up path for Attachments and Reports. They are viewed by Operators

from the 6Attachmentd button on the calll
Call Manger, Attachment Search option.
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Allow Customer to Add Events and Allow Customer to Close Calls

Once a call has been created, a customer may enquire upon that call via the Call
History.

By clicking on a call id they can see all the details of that call including events identifying
who it is assigned to and the current status.

With the two options to add events and close the call turned on, then the corresponding
buttons are made available to customers on this call history page.

There are configuration options for notifying the Operator assigned to the call by email
when customers add their own events or close a call. Refer to the section Configuration,
Email integration..
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Do you want to display system events to Users?

You can automatically hide all system driven Events from users (in addition to the once
deliberately hidden when adding call Events.). Examples of system events are SLA
threshold violations and general call updates.

Allow Customer to select Call Type and Sub Type
This will display the Call Type and Sub Type drop downs for the customer to select the

appropriate type of call. The Call type needs to be selected first and then only relevant
Sub Types are made available from the drop down selection box.
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These Call Sub Types may also be used to auto assign to an Operator. l.e. by the nature
of the problem it is often possible to determine which Operator or Team is best qualified
to resolve it.

Tip: When setting up Call Sub Types there is an option to determine if that Sub Type is
displayed to Customers or not. Only display a limited number of simple and easily
recognizable options to the customers. Operators can always reassign to a more
technical sub type analysis later if need be.

If the auto assign facility is not used then the Call will reside in the Call queue waiting to
be assigned. Otherwise it will appear in the operator O6My Open C
Open callsd menu.

Allow Customers to Reopen Closed Calls

Providing customers with the option to re-open a closed call may help you clear calls
more rapidly without the wait for a response from the customer that their problem or
request has been satisfactorily completed.

The standard closure email text may be edited to notify them that they may reopen the
call if they are not satisfied that it is complete. There is an optional email notification to
the Operator assigned to the call which is configured in the Email section above.

Allow Customer to enter a summary description

This option removes the summary line from the customer call log page to help make it as
clean and simple to use as possible. This field is required by the helpdesk so you are
given a default text to enter when the summary line is hidden.

SLAmonitor

SLAmonitor is a separate executable program that resides on the web server and

periodically checks the status of calls and notifies Operators and other assignees when a

call has reached certain predefined SLA Priority threshold for escalation, response and

fix times.

SLAmonitoral so optionally informs operators when a ¢

SLAmonitor must be purchase separately.

You can see if SLAmonitor is running and when it last checked the calls status from the
operator login home page.

Refer to the SLAmonitor Administration document for more information about using
priorities to manage calls.

Asset Management

This option will allow you to maintain a record of customer inventory that you support.
These inventory items may be physical hardware or software. Customers and Operators
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may then optionally identify the inventory item related to the support request when
logging calls. This helps maintain a full support history of each supported item. Other
features are made available such as any third party support arrangements (External
contacts) and a stock record of any consumable items.

Tracking Hardware against Calls

Inventory records may be created
A Manually from the Hardware Inventory menu, Add button
A Imported from databases or spreadsheets (contact support@sitehelpdesk.com if
assistance is required).

You may elect to log calls against hardware items. This displays a drop down of
hardware associated to the customer on the new call pages. This is always an optional
selection as not all calls will be inventory related.

Do you want an auto created sequential ID for each Asset; turning this on will auto
create a sequential number in the asset field. (Top field on page).

If an inventory record is associated to a call then the system will maintain a history of
calls by inventory item. The related call history may be viewed via the hardware page,
which is available as a pop up from the arrow button on the Call update page.

Choosing the main identifier for hardware call logging

You may elect to use asset management and also elect to track calls being logged for
issues with specific assets. Saying yes to these configuration options will make further
menu options available (check these in Administration, Operators) and display the
customer assets as a drop down list on the call screens.

Select if you have WMImonitor for integration. Refer to WMImonitor guides.
There are a few other inventory management configuration options that may be changed

but you will need to open the sitehelpdesk\cnconst.inc file in a suitable editor such as the
Microsoft default, Notepad to do this.

Caution: When saving the cnconst.inc file make sure that notepad does not add a .txt
extension to the file automatically.is el ect 6éFil e, Saved rath

Extract from cnconst.inc file:

' Hardware Options

HWLogging =1

HWLogCol ="hw_hostname"
HWLogTitle ="Asset No"
HWLocationType ="FREE"
HWHosthameCol ="hw_assetno"
HWModelSubSet =0

All the hardware page fields may be given their own names using the Asset
Management Terms section in cnconst.inc.
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The product was designed with the default to use the Host Name as the key identifier
and this field is displayed at the top of the Inventory item page. However, as many
customers prefer to use their own asset number to identify the hardware, the defaults
have been modified to accommodate that setup and the Asset number description is
displayed in place of the Host name.

The decision as to which should be used relies mainly on what the Customers/Operators
are able to identify when logging a call. I.e. if you have a label stuck on the machine that
shows the Asset number then use that as the main identifier.

Changing the main identifier will display the corresponding field in the New Call page

i.e. if you elect to use the serial number as the key identifier then the value against the
label 0s e lbesalediNthéassstiidentifier field.

Change and Release Management configuration

Sitewebdesk provides Change and Release Management functionality to track Requests
for Change. This feature will allow you to associate support requests and hardware to
specific changes from within the Call Update page or the Change Management menu
option.

Note: Individual Operators will only gain access to these features if they have the
access control to Change Management option ticked in the Administration, Operator
page.

Click on the configuration button to change the terminology used in Change and Release
Management and the email text.

Drop down value for Impact, Extra and Status fields may be configured from
Administration, Value Lists menu option: CH_IMPACT, CH_EXTRA and CH_STATUS

Drop down values and associated Task lists may also be configured for Type from
Administration, Value Lists menu option: CHANGE_TYPE :
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Value List Maintenance

Selection

Listname - [CHANGE_TYPE V|
Task List
Task List has besn updated

Type - option1

Design process

1

Scope V| ¥

Scope V|
P Obtained changs board Approval [
4 [strtofdevelopment O
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g [endoftesting O
. [ O
: @

Flagging a Task as done on Change Requests will automatically change the Status as
per the Task list. Some Tasks may not be Required (Operator does not need to flag as
Done) before a change request can be closed.

The task check list is available from the Change Update page Event window.

Email Messages
You may set a default email address to receive natifications of new change requests
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» Email Messages

email address and that the SMTP service has been installed.

Enter email address to alert of new Change Requests :

Email sent to Operator when change is assigned to them

Emails can be generated automatically to alert Operators and Approvers of changes. You will need to ensure that operators (and users) have a valid

% Change Reguest has been assigned to you. Please check sitehelpdesk for
details.

Email sent to Change Approver when change requires Approval

% Change Reguest reguires your approval. Please click below link for details.

Email sent to Change Rel Approver when change requires Approval

2 Change Reguest Release reguires your approval. Please click below link for
details.

Email sent to Operator when change is Approved / Declined

% Change Reguest has been updated. Please check sitehelpdesk for details.

Change field Definitions

* Chance fisk definitions
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There are 8 additional optional fields that can be configured to be included in Change
Management as either Free Format, Selected, Tick box or Yes/NO selections.

When the Selected input type is chosen you may set the drop down values from

Administration, Value Lists; CHANGE_EXTRAX

The displayedlengt h of the field can

not.

be

speci fied

Extra fields may also be made available to Users (Customers) when logging change

Requests if that option is chosen;

Customer Options
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Setting these to YES will add a new menu option to the user pages so they may review
their changes and/or allow them to generate new Change Requests.

A customer will only be able to view Changes to which they are associated i.e. where
they are thre requestor or have been included in the list under that Ch a n g @uétemers
tab.

Change Hestory for - [Asgeis Agpleton hd | Status: [Open V] [0 [ Howiheeoe |

|

SOULSUIS LIS [peest  read s vreve ashs i e

Click on Apply Changes to save the new configuration then close the window.
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Problem Management

Provides advanced Problem Management features. Any Operator may be flagged as a
Problem Manager via Administration, Operator and be given access to the enhanced
Problem Management menu.

A new menu option appears and a Problem icon on Call Update Page

=
IO; Refer to sitehelpdesk-IT Operator Guide for more information.

You may configure an email address and text for notifications when a call is flagged as a
Problem (all Operators can flag a call as a Problem which then go into a Problem Call
gqueue waiting to be analysed).

During analysis a Call can be used to generate a new problem or be associated to an
existing problem. If a new Problem is created and assigned, an email is automatically
sent to the assigned Problem Manager. Enter a default text to accompany the
notification.

There are new configurable Value Lists available for Problem Management that can be
used for the Classification (PROB_CLASS), Impact (PROB_IMPACT) and Status
(PROB_STATUS) on the Problem update page. Note: leave Closed PROB_STATUS as
this is useful to exclude from Open Problem lists.

Call Field Definitions

Six additional fields may be presented to Operators and optionally also to Customers.
There is also an option to include a Due Date (see below).

These fields may be useful for Operators to track where calls are coming in from (email,
personal visit, telephone etc) or to identify the types of closures required (upgraded,
replaced, re-configured etc). They could also be used to prompt for an expected
completion date from the customer. These are just examples from customer requests
that have prompted the introduction of these fields.

Decide if these fields are required and the label that will appear on the screens against
them.

The data entry may be free format text or from predefined drop down lists maintained in
Administration, Value Lists option, called CALL_EXTRAL, 2, 3, 4,5 and 6.

Specify if this is a required field or not i.e. should the validation process check that an
entry or selection has been made 7 No (never 1 it is an optional field) Yes it is required
when a call is created/updated or On Close (required when a call is changed to status
60Cl osed6) .

Finally select O0yesdé if you want the customers t
logging their own calls and reviewing their call history.
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Call update page field sizes and additional features

You may alter the size of the Problem, Resolution and Event boxes here if you want to
increase or reduce them from the defaults set.

You may also opt to receive a pop up error message box. This ensures that any
validation errors are clearly seen when clicking on the operators Call update button.

/2 Warning - Windows 1... @|§\

& Warning
Please select the Call Type

An optional due date field may be enabled for Operator New/Update Calls pages and
for Users to enter. If a date is entered then the format must be valid to UK/US format.

You may also change the label associated with the due date field here.

The product list displayed on the new and update Call pages can be customer specific
(only display products against that customer) or all products entered in Administration,

Product.

Rich Text Format.

You may elect to allow Operators and or Users to enter rich text (using automatic HTML
field, Cal | Descriptions, Event s
colours and fonts to be selected and web addresses to be entered. The relevant rich text

tags)i nt o key

entry fields will display a top menu to select the editing features.

Description Font Fanty

*aigp) <+ B 7 U A-.-%.

All kinds of colours and fonts and web ur's
http://w

ww.sitehelpdesk.com

Warning: If you turn this feature on and then off again later the data already entered in
rich text format will then be displayed with the underlying html coding, making it

difficult to read.

Also note that HTML format is required for outgoing emails.

©2018 sitehelpdesk.com Ltd
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Call List format

You may select the columns to be included in the My/Team/All Open Calls lists and
whether each wraps text or not. You may also select the main column to sort by. This
includes Extra fields and Days since last Event entry and time remaining to fix as well.

You may click on list heading on the Call list pages to change from Ascending to
Descending sort order

Service Catalogue

Service catalogues are used to fully describe the services provided. The catalogue
details are updated from Call type, Sub type.

Technical Catalogue is used by Operators and when set to YES will be available on Call
Update page from red button next to Call type / Sub type.

Technical Service Catalogue

Call Type : Hardware

Sub Type - Printer

Auto Priority - {assign to}

Senvice Type : Request

New Printer Requests will be dealt with in

Senvice : :
_ one week on receipt of a signed purchase
Catalogue :
order.
o

Similarly, the Business Catalogue is available to users from a red button on their new
call page.

Business Service Catalogue

Call Type : Hardware

Sub Type - Printer

Auto Priority - {assign to}

Senice Type - Request

New Printer Requests will be dealt with in

Senvice ; -
. one week on receipt of a signed purchase
Catalogue -
order.
)

If no Call type/ Sub type is selected the whole catalogue is listed.
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Call Management Work Flow
New Call Entry
Entering a new call from a telephone call or personal visit is quick and easy to do.

Use the Quick search facility to find a Customer. Just type in any part of their name and
click on Search to display all customers with those characters in their name. This does
not need to be from the start of their name, as the search is based on whether the name
6containsbé these characters.

You can enter a status, town or Postcode to narrow down the selection further if need

be.

Click on the name to generate a new call screen pre populated with that Customers
details.

Complete the rest of the form and click

Note: If you go directly to the New Call screen and select a Customer name from the
drop down list by typing a character then that will take you to the first name that begins
with that character. Typing a second character will only take you to a name that begins
with that character; it will not take you to a hame that has character one then character
two. This is a limitation of the web browser based form.

Once the new call is logged, you are taken directly to the Call Update page where you
can continue to work or even resolve that call if you wish.

Tip: If you are in the process of creating a new call and wish to start another new call
record before completing the current one then place the mouse over the New Call menu
option and right c¢click the mouse and sel

Initial Assignments

When a call is logged by a Customer, the new call ticket will either go directly to the
Operator (or Team of Operators) based on the auto assignment for that Call Sub Type or
be placed in the Call Queue waiting to be assigned to the appropriate Operator (or
Team).

When a new call is logged from the Call Management menu, the Operator will be either
auto populated from the auto assignment details held in the Call Sub Type or selected
by the person creating the new call.

Tip: There is an arrow button next to the Operator drop down selection list that displays
a list of Operators showing their current workload to assist with the decision about who
to allocate the call to.
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You may view the Operators status by hovering the mouse over the red select button by
their name. Operator status is maintained in the Admin, Operators menu or by the
Operator themselves in the Notes window (found at the top of the menu frame)
Re-assigning a Call

Operators may be given the privilege of re-assigning to another Operator or Team when
their input on the call is complete and they need to hand over to somebody else. This
privilege is available from the Administration, Operators page.

An audit log is recorded in the call details identifying the exact time that it was
reassigned and identifies who reassigned the call.

Reassignments are suitable when call process need to run in sequence. l.e. part B
cannot be started until part A is completed.

Tasks

Specific call sub types may have a set of tasks assigned to them and a call cannot be
closed until these are complete. These tasks may contain any instructions.

Assigning a New Call Activity

Operators may create a new call from the details of an existing call by clicking on the

O6New Call 6 button on the Call wupdate page. Al
new call id allocated. The Operator should then edit the call description so it is clear what

is required at the next stage.

This is useful when part B of a call needs to be dealt with by another Operator and also
needs to be started before part A is complete (i.e. reassigning is inappropriate)

Linking Calls

Using the New Call button can also be used to create multiple Linked call tickets.

) New Call - Microsoft Interne

The master call ticket will display a link icon & next to them in the call lists.

You can review a list of all Linked calls by clicking on the link icon EJ in the Call update
page and then open a linked call if you wish. You may also delete links and add new
links from here.
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a Linked Call - Microsoft Internet Explorer

Linked Calls
Complete Total Time : 1.00 Hrs  Total Est. Time : 1.00 Hrs

Time Est Summany

o0 0400 C

< il | ?

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.

Tip: Another way to generate multiple calls to ensure that they are dealt with promptly by
the right people is to use the Call Template features.

Events added to a master call may update all Events of all child calls and email the
assigned Contacts.

T — .

e Do you want 1o also send Emad event to all Linked Calis?

Chick OK to email event to all Linked Calls
Click Cancet 1o email only this call

| 0K |]Caocei

Call Templates

There is an option under the Administration, Templates menu to create predefined calls.
There are two main uses for these.

Quick Fixes
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One is to allow the rapid creation of a call. This is particularly useful for small jobs that
are done immediately on request. Quick fixes are often unrecorded in other helpdesk
systems because an operator is then unlikely to log a call after the event, particularly if
logging the call takes longer than applying the fix. Using templates means that he can do
this with one or two clicks of the mouse.

A Template call may be set up by entering a call description and checking the active box
and saving. Then alter the template call details. Here you can set all the call parameters
and even pre define it as being closed.

The operator then selects that template from the drop down on the new call screen,
selects the Customer and contact and product that the call relates to, possibly change
the operator id and then clicks update to both generate a new call and, if preset as
closed, complete that call automatically.

Standard Procedures

It is also possible to predefine work procedures into the templates by creating a number

of related template calls. One of these is identified as the Master Template and all

others associated to it. When an Operator selects the master template from the drop

down list on the New Call screen and identifies the relevant customer then saves it, all
associated template calls wild|l be created at
call id.

Tip: Master Templates are prefixed with an * in the Template Call drop down list and the
number of associated calls that will be auto generated are shown in brackets next to the
description.

Scripting

The scripting tool allows you to set up to 20 routed scripts for each Call Type/ Sub Type.
This then allows you to gather additional information for this type of call or to provide
some self-help or other advice such as new product notifications or training
requirements.

To setup a script go the Administration, Script menu option. Select a Call Type and Sub
Type that this script will be applied to and enter a description for that script.

Youcanc hose whether this script wildl be invoked
Also decide whether it will be invoked from the Operator New Call screen and/or the
Customer New Call screen.

Now click on save and then select that script description from the list.
Click on Questions button.

You can enter up to 20 questions and route each one depending on the answer given.
The available responses are;
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Click on an | Useful when just providing information

Prompt f or 0| Usedto capture additional information pertinent to the call

being logged
6Yes or No 6 | Usefulforspecific information and when the next script
guestion depends on the outcome. l.e. you can route the script to

another question or comment depending on whether Yes or
No is selected

Once these are setup we advise testing thoroughly. You should not reach any dead
ends because a go to end will be inserted by the system if need be, but the logical flow
does need to be checked.

The results of the script responses will appear in a popup window available from the
Script button on the Call update page. Note: This button only appears on the call update
page if there is a script attached to the call.
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Glossary

s Internet Information Server 1 Required to run web sites form a
Microsoft Windows NT/2000 server

PWS Personal Web Server i a simplified Internet Information Server i
usually used on desktops such as Windows 95/98

URL Uniform Resource Locator T unique web address such as
http://www.sitehelpdesk.com

SLA Serviced Level Agreement - sets priority based on Escalation,
Response and Fix times.

SSL Secure Socket Layer digital certificates

DMZ Demilitarized zone 1 Network interface on firewall for managing
services available to both internal; and external sources.

VPN Virtual Private Network i an encrypted connection across the

Internet between two or more firewalls allowing access to secured
servers inside the firewall.
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