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@kiting Started

Your License

You have received your GroupLink everything HelpDesk license via email. See Appendix 4 for a complete
copy of your License Agreement.

Service Support

The following documentation will give information to administrators on how to configure and setup your
HelpDesk once the cloud instance is created.

If you have further questions or need to contact GroupLink Support, please fill out a support ticket. See
Chapter 6 (Service Support) for instructions on how to log a support ticket or to contact a support techni-
cian.



Overview of everything HelpDesk

everything HelpDesk is a completely web-based, mobile and user-friendly help desk solution built on ITIL
best practices. Whether deployed for education, government, healthcare, financial services, or other IT
service support functions, this everything solution helps you become an IT Hero while reducing your total IT
cost of ownership (TCO).

eHD is designed as the cross platform service desk solution. It runs smoothly on Windows, major Linux dis-
tributions, Macs and Novell platforms. The illustration below demonstrates how eHD integrates with your IT
infrastructure.
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With everything HelpDesk, you can expand your help desk capabilities with Incident Management, Change
Management, Project Management and Problem Management with ITIL best practices. Business processes
and Reporting are both made easier with Ticket Templates and Scheduled Reports. Because eHD integrates
with Exchange, GroupWise, Gmail, and other SMTP servers, keeping up with tickets and tasks is as easy as
checking your email. Best of all, the eHD application is simple to use for End Users and with world class cus-
tomer service Technicians, Managers, and Administrators will have a great experience as well.



@onfiguration

The step-by-step instructions listed below will guide you through the configuration of eHD.

After logging in to the HelpDesk as the System Administrator, you can begin the Application Configuration.
There is only one System Administrator who has access to the Application Configuration (System), as well as
the ability to add or delete groups, locations, and users. The System Admin does not have access to tickets.
See page 34 for more information on user roles.

To begin the Application Configuration, click on Settings, then System.

System Application Configuration

General

The Base URL allows you to change the Base URL if your server IP address or DNS name changes. This will
change the links in all email notifications and knowledgebase article links. Here you can set the maximum
upload size (in MB) of attachments. The size you choose must correspond with the maximum packet limit of
your database.

Database Connection

The Database Connection page will show you your database information and allow you to change the data-
base information if needed. Your current database should already be connected, but if you make changes to
this area, make sure you restart Tomcat for the changes to take effect.



Mail Email display name Server
To configure the mail settings, click on DemoReply smipfipl
the following sequence: Settings - Email from address Security
Mail. Mail Setup can only be configured demo@testehd.com @None
by theAdministrator. Here you can con- When ticket changes o T
figure your SMTP settings as well as the [ otify technician ©ssL
email notification settings. The same ey bort
account should be used for outbound send ket bk e Emal netfieation? 25
as well as inbound for the email to ticket Username
feature to work correctly. grouplink

Note: The email notifications setup can
be overridden by checking the “send
email notification” checkbox on each
individual ticket screen.

S E—

Password

Each field in the Outgoing section of Mail must be filled in with the appropriate information, as defined

below:

- Email display name: The name entered here acts as the name of the email account. For example “Matt”
for the address mattjensen@grouplink.net.

- Email from address: Enter the address that will be used to send all emails.

Email technician on ticket changes? Checking this box determines the default for the Notify? Techni-
cian option on the tickets. Checking this box will make the check box on each ticket checked. Leaving
this check box blank will leave the check box on the ticket blank.

+ The Notify? Technician box will appear on the bottom of the every ticket for Technicians, Managers,
and the Administrator, as long as they are not the Technician assigned to the ticket.

« Technicians, Manager, and the Administrator also have the option to check or uncheck the Notify?
Technician box when creating the ticket.

Email user on ticket changes? Checking this box determines the default for the Notify? User option
on the tickets. Checking this box will make the check box on the ticket checked. Leaving this check box
blank will leave the check box on the ticket blank.

« The Notify? User option will appear at the bottom of every ticket for Technicians, Managers, and the
Administrator, as long as they are not the Contact of the ticket.

« Technicians, Manager, and the Administrator also have the option to check or uncheck the Notify?
Technician box when creating the ticket.

- Send Ticket Link on Email Notification? Checking this box determines whether or not a link to the
ticket will be sent in the email notifying the technician or the user. Checking this box means the link is
included in the email and will allow the Ticket to be opened from the email by clicking the link. If you
are not logged into the application, clicking the link will lead you to the HelpDesk login screen. After
entering your Username and Password, the Ticket window will appear.

« If you would like to navigate to the My Tickets screen from the open ticket, click on the My Tickets
tab at the top of the screen.



Leaving this check box blank means the link will not be included in the emails.

Server: Enter the name of your mail server.

Security: The system will support different types of cryptographic protocols. When configuring your
SMTP connection on your outgoing SMTP server, you have the ability to choose from the following
security options:

+« None

« TLS, if available
- TLS

« SSL

Port: When the TLS, if available or the TLS radion button is selected the port will default to 587. If the
SSL radion button is selected then the port will default to 465; however, this is customizable to fit your
needs.

Username: Some mail servers require a username. If your mail server requires a Username, enter it here.
Password: If your mail server requires a username it will, most likely, require a password. Enter it here.
Encoding: This is mainly for using different languages. Enter the same encoding that you are using on
your mail server. An example of encoding is UTF-8.

After entering the necessary information, click the Save button.

- Test Email: Enter in a valid email address and then click the Test Email button. An email will be
sent to that account, confirming that the system is working.

Incoming: Email to Ticket Feature

From the Incoming section of Mail you can set up an inbox that will turn the emails sent into tickets. This is
known as our Email to Ticket feature.

Click Set up new Inbox. Clicking on this link will open a window for the Email to Ticket Configuration. Re-
quired fields are marked with an *. Fill in each field with the appropraite information. The fields are defined
(with examples), below:

Server: Enter your Server IP address.
Server Type: Choose whether you are using IMAP or POP.

IMAP Folder: If using IMAP enter the name of the folder. If you are using POP, this field is not there.
Security The system will support different types of cryptographic protocols. When configuring your
Incoming Mail server, you have the ability to choose from the following security options:

+ None

. TLS, if available
- TLS

- SSL

Port: When the TLS, if available or the TLS radion button is selceted the default port for IMAP will be
143 and the default port for POP will be 110. If the SSL radion button is selected then the default port
for IMAP will be 993 and the default port for POP will be 995. However, the ports are customizable to fit
your needs.

Username: Enter the Username for the email account you are using.

Password: Enter the Password for the Username chosen above.

10



- Re-Type Password: To make sure we have the right information, enter the password one more time.
You cannot continue if the passwords don’t match.

- Emails from non-users: You can now select how the application handles emails from anonymous
email accounts. Choos whether you want to Reject Mail, use an Anonymous Account, or Create an Ac

count from the new user’s email address.

- Reply Name: Just like the Email display name from the Outgoing section, the name entered here
acts as the name of the email account. For example “Mike,” for the address mnielson@grouplink.net

Note: This is not a required field.

- Reply Address: The address entered here has two functions. First, it is the email address of the
inbox where the emails that are to be tickets are sent. Second, any emails that come from the every-
thing HelpDesk™ system, in regards to the tickets created by this feature, will use this address. Itis
possible to update an existing ticket, one already created by this feature, by replying to the email, as
long as you keep the subject line the same. When you are using the Email to Ticket feature, this reply
address takes the place of the outgoing reply address for the group picked below.

- Location: The ticket created will have this location.

- Group: The ticket created will belong to this group. The ticket that is created will go into the ticket

pool of the group you specify. You will have to give the ticket a category, category option, and re-

assign it from there.

- Priority: The ticket created will be given this priority.
- Locale: Allows you to pick the language you want to use for your incoming email to ticket configura-

tion.

- Send default mail notification: Here, you can choose whether or not the person who sent the
email/created the Ticket will receive an email notification of the Ticket creation. If you do not wish to
have the person notified, leave the box unchecked. If you wish to have the person notified with the

Ticket Number, check this box.

After filling in the necessary information, click
the Test button. You will get a message telling
you if everything worked. Click the Save button
when you are finished, or click Cancel to start
over. Once you have saved your new Inbox, you
will see the following column headers: Mailbox,
Server, Location, Group, and Priority. There are
also three icons. The first one should be moving
in a circular motion *.-, letting you know that
the Email to Ticket feature is running for this
inbox. The second is the editicon  which lets
you make any changes to the Inbox. The third
and final is the delete icon &@. You can delete
any inboxes you no longer want,

*NOTE: Once the email to ticket feature

Email To Ticket Configuration

Server fields

Server

Server Type  IMAP Folder
@ IMAP Inbox
@ PoP

Security

® None © TLs, if available TS

Port

143

Username

Password

Reply Name

Reply Address

I T

is running, emails that have been turned

into tickets will be deleted from your
inbox.

eHelpDesk fields

Emails from non-users

@ Reject Ma

Location
Group

Priority

=]

Locale

English [=]

Send default mail notification
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LDAP

GroupLink’s eHD supports several types of LDAP services. The supported services are:

Novell eDirectory Service
Microsoft Active Directory Service
Apple Open Directory Service

Your LDAP directory should be setup and configured. During installation, it will be important for you to
know the name of your LDAP server, LDAP password, the Distinguished Name (DN) for an administrator, and
the base context where the user information can be found.

We highly recommend that you test your LDAP service before installing eHD. You can test your LDAP server
information by opening an Internet Explorer window and in the address bar typing the following informa-
tion substituting localhost with your LDAP server name and ou=users,o=grouplink with your base context
for users.

Idap://localhost/ou=users,0=grouplink??sub?

If your information is correct you should receive a list of the users that are located in your LDAP. If you do not
receive any information you will need to re-check the base context and server name. Note: You may be able
to return LDAP information on any users but it is necessary that the user name you configure is setup as an
administrator and has a password. In order for eHD to properly lookup, user information and password must
be configured.

If you would like assistance in installing and setting up your LDAP server, GroupLink support can help (regu-
lar service charges will apply).

Note: Before you proceed with your LDAP import, we recommend you make a back up of your database.
- Login as admin

- From side menu, select System and click on the LDAP link
_’m # LDAP FIELD SETUP

[#]integrate with LDAP

LDAP URL &

Idap://10.10.1.10 | Fetch DNs

Base Search DN &
0U=GL,DC=grouplink,DC=net

LDAP Login &)
len=Administrator,0U=G6L,DC=grouplink,DC=net

LDAP Password @)

Username Attribute (2

Search Filter (&)

(objectClass==)
[#] eHD Fallback &

Location Attribute &/
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Clicking the link will open the LDAP configuration page which contains two sections:

« Above is LDAP integration fields that need to be filled out completely for the integration
+ Below is the LDAP browser window

Begin integration by checking the LDAP Integration checkbox as demonstrated above

+ Unchecking the checkbox will prevent LDAP integration, leaving only the eHD database to authenti-
cate users

Enter the LDAP URL: Idap://(<IP address or DNS name> of your LDAP server)

« If you are running a secure LDAP, you need to run and install an SSL certificate. See our
Knowledgebase article at http://support.grouplink.net/ehelpdesk/kb/kbView.glmI?kbld=71 or
contact Grouplink Support (support@grouplink.net).

« Once you have setup the SSL certificate, enter the LDAP URL Idaps://<IP address or DNS
Name> of your LDAP server.

In a large LDAP Tree a Base Search DN can be defined to determine where eHD begins searching for
users. Note that any users above this Base Search DN level will be excluded from eHD’s LDAP search.
If you are using Novell’s eDirectory, a Base Search DN is not required. If integrating with Microsoft Ac-
tive Directory, you must enter a Base Search DN.

« The first way to enter this information is to enter it manually using a Distinguished Name format.
« The second way is to click on the Fetch DNs button i to pull up a selection list of your avail-
able DN. Double-click on the preferred DN and it will be populated in the Base Search DN field.

The LDAP Login field can be left blank if your LDAP allows for anonymous bind requests; otherwise, en-
ter the fully distinguished name of the administrator or any other user that has full read-only privi-
leges to your entire tree.

Next, enter the user’s LDAP password

The Username Attribute filed is how you will enter the LDAP attribute where the username for the eHD
user account is stored - usually this would be “uid”, however Active Directory uses “samAccountName”.
Another common value is “cn”. If provided, only this attribute will be searched on. If left blank, eHD will
search for the username in the following order: uid, samAccountName, cn.

Click the Save button at the bottom of the LDAP Integration section - this will connect eHD to your
LDAP tree and display it in the LDAP Tree browser located at the bottom of the window.

The Search Filter field is an optional field where LDAP results can be filtered for a specific type of object
or data subset. This is advantageous if you have an especially large LDAP tree.

« For example, to filter LDAP search results to only return User objects, enter: objectClass=user

If the eHD Fallback checkbos is checked, everything HelpDesk will attempt to authenticate to eHD’s lo
cal user database in the case that a user is not found in LDAP.

The Inclusive Search DN’s field lets you define which containers and its users can log into the help
desk. If left blank, all users within the container unser the Base Search DN will be allowed to log in.
There are two ways to enter this information:

« You may enter the distinguished name (DN) in the text field above the Inclusive Search DN’s window
and click the Add to Inclusive Search DN's button

13



+ The second way is to find the DN in the LDAP tree below and double-click its name to add it over to
the Inclusive Search DN’s window

+ Note that only the DNs and the users they contain will be able to log into the help desk

+ Leaving the Inclusive Search DN’s blank will ensure that everyone in your LDAP tree will be able to
log into the help desk

- If you would like to remove a DN from the Inclusive Search DN’s field, highlight it and
click the Remove Selection button.

LDAP Field Setup

- In the LDAP field setup window, you can decide which LDAP attributes you would like to have displayed
on the Ticket, in the User’s Account page, or both
- Click on the LDAP field setup link at the top of the LDAP configuration page - this will bring up the

LDAP field setup window
- Enter the fully distinguished name of the administrator or user that has access to all LDAP fields you

wish to display from LDAP (minus the LDAP Base search if you have one defined) and click the Submit
button

- Clicking the Submit button will generate a list of available LDAP attributes for the selected user in the
bottom window.

« You can add the attributes to the LDAP field list by clicking the green plus sign '+

- Enter a Display name for the LDAP attribute that will be used as the field label on the ticket and User
Account page

« If you wish to display these fields on Tickets under the Contact Information section, click the Show
Field on Ticket checkbox next to the desired field; if not, the added LDAP attribute will only be dis-
played on the User’s account page

- To remove an attribute from the Ticket and/or the User Account page, click the trash canicon * at
the end of that attribute’s row

- When you are finished selecting attributes, exit out of the LDAP field setup window by clicking the X in
the upper right-hand corner

14



Collaboration

Collaboration is part of the application configuration and can only be done by the administrator. This is
where you can set up your integration with GroupWise. There are a few different ways of setting up Group-

Wise integration with the HelpDesk.

Integrate with

GroupWise 7.X - 8.X

POA SOAP URL

o

Use S5L

Trusted Application Name

Trusted Application Key

' Save Changes

GroupWise Users
Trusted Application

You can set up GroupLink’s everything HelpDesk as a trusted application. Novell defines trusted applications
as “a third-party program that can log into Post Office Agents (POAs) and Internet Agents in order to ac-
cess GroupWise mailboxes.” With eHD set up as a trusted application, integration with GroupWise does not
require a password from the end user. You can also integrate with GroupWise without the GroupWise client
running. For more information on setting up trusted applications, contact Novell Support. Here is a link with
information about setting up a trusted application:

http://developer.novell.com/documentation/gwtapp/index.html?page=/documentation/gwtapp/tapp_
enu/data/bktitle.html

After you have generated a trusted application key, enter the Application Name and Key in the appropriate
fields. You will also need to fill out the POA SOAP URL with the port at the end. This should allow GroupWise
integration to occur without having to enter a password.

Standard Integration with Soap
- This is the most common type of GroupWise Integration.

You can leave the trusted application information blank and forgo setting up GroupLink as a trusted ap-
plication, but still integrate with GroupWise. This can be done using SOAP requests to connect directly
with the GroupWise server. Make sure SOAP is enabled through GroupWise, then enter your Post Office
Agent IP address in the POA SOAP URL field using the following format: <poaipaddress>:7191 (example:
10.10.1.104:7191). Also, SOAP must be enabled in the mail server.

Each user should fill in their GroupWise login ID and password on their account management page. This only
needs to be done once. When users log in to HelpDesk with this information, GroupWise integration will be
enabled. The GroupWise client does NOT need to be opened for this option. The connection to GroupWise
will only be open as appointments and tasks are created.

15



If you are running GroupWise 6.5, GroupWise integration is available only on Internet Explorer with Active
X controls enabled. Your GroupWise client also needs to be open in order to integrate with GroupWise. This,

however, requires a separate installation.
The following picture demonstrate the way GroupWise integrates with various operating systems.

Linux and Windows systems use SOAP requests to connect directly with the GroupWise server. If everything
HelpDesk is set up as a trusted application, then integration with GroupWise does not require a password
from the end user.

Windows/Linux Integration with GroupWise

Appointment/

Task Request fosl

Task Posted

Server Name ! Trusted App. > Request Key

Admin |oain Keawv &
Admin Login [ “ey Generator

‘

Key Created ,,
g #
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Customization

Customization allows you to customize the Home page of HelpDesk. It also allows you to create custom sta-
tuses and priorities. This setting is universal for all groups. Add text to the System Message Text field to add
a banner, which will display across the top of the Home page. This can be found under General on the left
side when the Admin user is logged in.

(i) Welcome to GroupLink's everything HelpDesk

System Message Text: This is the message at the top of your HelpDesk screen. What you see is what you
get with this feature. After you enter your message click Save Changes at the bottom of the screen. If you
don’t want any message, simply leave this field blank.

Session Timeout Length: You now have the ability to determine how long until the application will time
out. (The application has the timeout feature for security purposes.) The warning box will appear 5 minutes
before the time entered is up.

Allow user registration from the login page: This button will determine if users can create their own ac-
count from the login screen. If you are integrating with LDAP, turn this off by clicking in the grey area. When
the blue disappears, this feature will be turned off.

STATUSES

There are default statuses and priorities already set up. You can edit or add to the statuses already in the
system. To create new customized statuses, log in as the system admin. On the left side under Ticket, click
Statuses. There will be six default statuses. First, select an initial status and a ticket pool status. This will set
the default for tickets assigned directly to a technician (initial status) and tickets assigned directly to the
ticket pool (ticket pool initial status). You will also need to select a Closed status, or a custom status, which
indicates that the ticket is closed.

Click Add Status & to add a custom status, a blank line will appear. Type a name of a custom status. Click
the Red Xicon next to the status to delete it. Drag and drop the statuses to the order you would like them to
appear on the ticket by clicking the blue icon.

Click Save.

17



@ @ aop sTaTus | [ save
P Awaiting Dispatch
P Assigned Not Updated
P Work In Progress @
P On Hold @
4 Resolved (%]
@ Closed
PRIORITIES

Customized priorities are another feature available under Ticket, Priorities. The priorities now have multi-
select functionality, allowing you to create more in-depth statuses for your tickets. To create a customized
priority, click Add Priority #, a blank like will appear. Type in a name for your custom priority, then select
an option from the drop down. The Text option will display the text that you type in the priority field, a color
will display a dot of that color when the corresponding status is selected.

Click Save

W @ apD PRIORITY || el savE

% | Righ red [= L)

L 4 Low blue | r (]

% | Medium orange | = [ %]
Licensing

This is where you will find information about your everything HelpDesk license. It shows who the HelpDesk
is licensed to, the edition of HelpDesk you're using (standard or enterprise), number of groups, number of
licensed technicians, and expiration date. You can also browse for a new license file by clicking Browse, then
Load license file.
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INdministration

Setup and Configuration for Administrators

Covering the fundamentals of administrative configuration, the following information will introduce, define
and illustrate each step needed to configure eHD to your existing environment.

At the start, we recommend you map-out all desired configurations for everything HelpDesk before configuring
the application. You will assign technicians, categories, category options and locations for each group. It is best
to fully configure one group at a time.

Understanding User Roles

Administrator - The System Administrator will have all rights and capabilities in the helpdesk. How
ever, the Admin accoutn does not have access to the My Tickets screen. Administrators can view
thie Tickets by searching for Tickets they have created or are the contact of in the Ticket Search.

The Administrator can also create a Custom Tab to view their open tickets.

Manager - The Manager role will default to the following settings in the Permission Model:
- Manage Group Settings
- Manage Scheduled Tasks
- Manage Ticket Templates
- Manage Assignments
- Manage Custom Fields
- Delete Attachments
- Schedule Appointments & Tasks
- Manage Knowledge Base
- Delete Tickets
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Technician - The Technician role will default to the following settings in the Permission
Model:

- Launch Non-Public Ticket Templates

- View All Group Tickets

- Find User Dialog

- Mass Edit Tickets

- Change Contact

- View Submitted By

- Change/View Priority

- Change/View Status

- Change/View Est. Completion Date

- Change/View Ticket Work Time

- Change Ticket’s Knowledgebase Articles

- Change/View Notify Tech

- Change/View Notify User

Member - There is no default settings in the Permission Model for the Member Role. The Member
Role is used to group Users together and then grant permissions to all Users at once.

User - Each person added into the helpdesk will have the User role when the account is created.
The following are the default settings in the Permission Model for the User:
- Create New Tickets
- View Knowledge Base
- View Contact
- Change/View Assignment
- Change/View Location
- Change/View Group
- Change/View Category
- Change/View Category Option
- Change/View Subject
- Change/View Note
- View Created Date
- View Modified Date
- Change/View CC
- Change/View BCC
- View Parent Ticket ID
- View Ticket’s Knowledgebase Articles
- View Ticket’s Zen Information
- Change/View Ticket’s History Comments
- Change/View Ticket’s Subtickets
- View Ticket Audit
- Change/View Ticket Asset
- View Survey Results
- View Zen Asset

**Permissions can be added or taken from each role using the Permission Model.

20



Understanding Groups

Groups can be used to host various everything HelpDesk applications from one server. Within each group is a
list of technicians, locations, categories and category options (as illustrated below).

In this figure, tickets are assigned to technicians based upon which location, category and category options
are associated with that technician.

Facilities Management

ﬂ:ket Assignment Logic

WHAT WHERE
CATEGORIES.
and OPTIONS RECATIONS
-4

~_




eHD 10.x comes standard with multi-group technology. As shown below, Groups can be departments such
as Information Technology, Human Resources, or Facilities Management, allowing your organization to
connect through a shared Location Pool. Groups can also be different companies or operations within your
company. Each group can be completely separate and individually configurable, enabling you to run sepa-
rate everything HelpDesk applications from one server.

Information Technology Facilities Management
(Group A) (Group B)
Facilities Management Facilities Management

I Ticket Assignment Logic \ Ticket Assignment Logic
\N.HAT . |
CATEGORIES WHE WHERE WHAT
and OPTIONS LOCATIO) LOCATIONS Econy
N | —-—— =

Now that you have a general overview of the Ticket Assignment Logic, we can begin the step-by-step con-
figuration of everything HelpDesk.

Note: Finish each step completely before moving on to the next.
This will simplify the configuration process.

Getting Started

Make sure you are logged into the everything HelpDesk system as an administrator. Login ID is‘admin’and
password is‘admin’ This password can be changed once you are logged in.

Once you have logged in as an administrator, click on the following sequence: Settings - User Accounts.
This is where you will add user, technician, and manager accounts.

Click Import From LDAP to add users from LDAP. This can only be selected if LDAP has been integrated.
Type in the name of the user you are looking for. Click the plus sign '/ to add the user to the User Account

list. (The green check box next to a users name means that user has been added. You can continue to add all

users here.)

Also, you can add yourself and technicians here. Assignments and roles will be designated for users after
Groups and Locations are created. You do not need to add your end users manually. If you are connected
to LDAP, the users can log in to HelpDesk with their LDAP credentials. They will be directed to the end user
screen and their name will be added to the user accounts list.

To add users who are not in LDAP directly to the database, click New User.
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Create New Account { New User g e
Screen First Name Login Id Location
(EastOffice |~

Last Name Password Groupwise Login Id

Email Retype password Groupwise Password

To integrate with GroupWise, the user
needs to enter their GroupWise login ID
and password. This needs to be done by
the user one time only.

Active T History Comments

Users will also be added to this page if they log in to the system using their LDAP credentials. Until the
system administrator gives them the correct rights and privileges, they will default to the user login page.
(Users must have a valid email address to be imported to the system as it will be listed with their information
under User Accounts.)

Once you have created accounts for your technicians and administrators you can go through the six basic
setup options in configuring everything HelpDesk:

Groups

Locations
Technicians
Categories
Category Options
Assignments

Ok wWN =

Create Groups

Click through the following sequence: Settings - Groups to set up groups. Click the Add Group Button [+
to add a group. Examples of Groups include departments or schools. Each group has its own ticket pool
associated with it. You can always come back and add more technicians or edit these groups later. Edit the
group by clicking the Pencil Icon. Click the Red X icon to delete the group.
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Create Locations

The Locations setting will allow you to set up your Locations. Click on the Add Location Button @ toadda
location. The list of Locations is a pool that you will use when setting up each group. This list should include
all possible locations for all groups. The end user will choose their Location when creating a ticket. Location
is the physical location where the end user is located. Examples of possible ways to set up Locations are: of-
fices, cities, campuses, buildings or rooms.

Clicking the Pencil icon will allow you to edit a Location. Clicking the Red X Icon will delete a Location.

After you have set up your Groups and Locations, you will configure each group. Click on the following se-
quence: Settings - Groups.

24



Choose a group to configure by clicking the pencil in the right column.

W & ADD GROUP
Information Technology Old true EHD Mew Dafault <]
Malntenance true EHD Mew Dafault £
Facilities true NONE Mew Default )
Testing Assignments true NOME Mew Default )
Buildings and Grounds true NOME MNew Default ]

Mew IT true NONE New Default Pl <]
Test Group trua NONE Mew Dafault -

Click Create New under Group Roles to add a technician to this group. Select a user from the list and give
them Manager or Technician rights. Add all technicians and managers for this group here.

Group Roles
€ CREATE NEW

Ticket Pool mi@

Thomas, Kathryn (kthomas) Technician (% B

Miller, Leah (leah) Manager 5 R

Add new User and Role a

User
Thomas, Derrick w| - |

Role

'-Manager . *

" Save Changes |  Cancel |

Remember: There is always a technician account called Ticket Pool for each group. This gives you
the ability to assign tickets to the Ticket Pool.




Create Categories

Add categories to this group by clicking ¥ next to Categories/Category Options

New category

MName

|Hardware|

Active T

Create Category Options W

ol
After adding categories, click on This allows you to add Category Options as sub-categories under your
Categories. These are linked to a specific Category, and they are more specific than categories.
MNew Category Option

Category

Hardware L

Name

| Keyboa rd|

Active T

" save Changes W

Create Assignments

Now you are ready to make assignments. Click on Settings - Assignments - Create New Assignment



New Assisnments

Choose Techmnician
Select the Group and the Techmician for this assignment. The Technician list will be populated after the Group is selected,

Group

Technician

Assignment Type

What type of Assignment would you like to make for the selected Technidan?

% Group Assignment
) Category Assignment 2

) Category Option Assignment

L ocation

Selact Locabions for this assignment. If left blank, the assignment will be made for all locations.

Location

Save Changes

1. Choose a Group and a Technician. The Technician list will populate after the Group is selected.

2. Assignment Type:
Group Assignment: The selected Technician will appear as the assignment for each ticket entered into
the group selected.
Category Assignment: The selected Technician will appear as the assignment for all categories select
ed. Click in the box to select a category, multiple categories can be selected.
Category Option Assignment: The selected Technician will appear as the assignment for all category
options selected, multiple category options can be selected.

3. Location: The selected Technician will appear as the assignment for each location selected, multiple loca
tions can be selected.

**Assignments can be made with any of the above options. If no assignments are made, all tickets will go directly
to the ticket pool.

You have now completed the basic setup and configuration for the everything HelpDesk system. You can
always go back and make changes to the settings you have created.
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Administrative Options

The username is‘admin’and password is ‘admin’. The system administrator does not have access to tickets or
ticket options.

Managers have Technician rights with access to the Settings and Knowledgebase Management. They don't
have access to Application Configuration, Group/Location Setup, or user Management.

Technicians have access to their My Tickets page. They also have access to the Knowledgebase with the abil-
ity to add articles, Asset Tracker, and Reports. They cannot access the Settings.

Users can search the Knowledgebase and see the My Tickets screen.
To change the rights and privileges of an account after a user has been added, go to the Settings - Permis-

sion Model. Choose the appropriate group and you will see a list of permissions. Click on their current role
(Manager, etc.). You can change their role here. This can be done by role or by user.

" Permission

MName

|New Default | W

[ [ Group Permissions
= s Manage Group Settings
[ Users
+ £ Roles
[ . Manage Scheduled Tasks
[ Users
= E= Roles
£} ROLE_MANAGER
__@ Manage Ticket Templates
A Launch Non-Public Ticket Templates
M Manage Assignments
g Manage Custom Fields
A View All Group Tickets
3 Delete Attachments
__@ Schedule Appointments & Tasks

BB EE-EEE
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Scheduler

To create a scheduled task or event, click the Scheduler link at the left side of the settings page. The sched-
uler will allow you to schedule automatic updates based on ticket status, priority, or elapsed time. You

can set up an action such as send email with a ticket link, change status or change priority based on your
specifications. For example, you can have a medium priority ticket with a status of Resolved automatically
be changed to a Closed status if it has been 3 days since the ticket had been modified. The scheduled task

would look similar to the following:
Edit Scheduled Task - Information Technology Old

Description

Network Priority Change

Category Category Option
Network | »| |[Down | =
Statuses Priorities
Select Some Options Low x
Elapsed Time From
1 Minutes [ (@ Created Date

(C)Modified Date

| | Change Status

[#] Change Priority High B

[ ] Send E-Mail

" Save Changes W

The icon next to the task shows the status of the task--whether it’s turned on or off. Click the play icon @t
start the task and stop icon O o stop the task.

Buildings and Grounds Facilities | Information Technology Old Maintenance | Mew IT = Test Group | Testing Assignments

ADD SCHEDULE &

D ESCRIpLIon 1 Achol b q"l -
MNetwork Priority Change 79 P
Updated Ticket Pool 70 ™
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Account Management

To change or edit account information for yourself, log in to everything HelpDesk. At the top left of the
screen, click on your name. You can change or add your account information here. This information is stored
in the database. Managers can change all their information here. Technicians and end users can change ev-
erything except their Group Role.

Welcome | SYSTEM ADMIN | | (@) Help | | Settings

First Hame Login Id Location
Joshua jhell Buffalo Wild \Wings -
Last Name Change Password Groupwise Login Id

Ball
History Comments
Email Groupwise Password

jbelli@gmail.com

Active i_1
Save éhanges w
[Frones L - creses
€3 CREATE NEW &5 CREATE NEW

Mo phones created I Mo addresses created

Group Roles
&9 CREATE MEW

r" .-. D e hnicinn Actinm:

Information Tachnolegy Cld i Member  Ticket Poel <

To change or edit account information for other users, you must use the admin account. After logging in as
the admin, click on the Settings - User Accounts. A list of users will display. Click on the pencil to edit that
account. Click New user to add a new user account. Email address, Group Role, GroupWise Id and all other
fields can be modified here.




Ticket Search

The Ticket Search is designed to allow you to search for tickets with specific information that is pertinent to
you. The ticket filter is accessible by managers, technicians, and end users by clicking on the link at the top of
the page. Depending on their role, they can only search for certain tickets. For example, end users can only
search for tickets they have created, and technicians and managers can only search for tickets in groups they
are a member of. The screen automatically opens as a new filter. Here you have the ability to apply, reset, or
save your search criteria.

W = APPLY FILTER | i SAVE FILTER || HI RESET FILTER | SAVE AS

Choose a column ¥ @
Filter Nama
Mew Filter 1 Mark as private Priorite
Ticket £
. e
Choose a column to filker on ¥ (] Location

Subject
Category Option
Assigned To
Status

Created Date

Create a Filter

+ To name your filter type a new name in the Filter

« You have the option of making the filter private or public. Click the Mark as Private check box and the filter
will only appear under your My Filters section of the Ticket Filters Page. Leave the check box blank and the
filter will appear organization-wide under the Public Filters section of the Ticket Filters Page.

« The Choose a column to filter on drop down box at the top of the page is where you choose the fields you
want to filter on as you create your Ticket Filter. Click on the field name for the field you would like to add
to your ticket search and the search box will appear in the middle section of the Ticket Search screen.

« There are 19 Ticket Field options (Ticket Number, Subject, Contact, Created Date, etc.) by default.

31



« If your organization has Custom Fields, they will be available for selection at the bottom of the default list.

« Next to the name you have the option of making the filter private or public. If you chose to make the filter
public (uncheck the Mark as Private box) it will appear group wide under the Public Filters in the drop-
down box at the upper left hand side of the screen. If you chose to leave the filter private, it will only ap-
pear in your ticket search screen under My Filter in the drop-down box at the upper left hand side of the
screen.

« The Created Date, Modified Date, and Estimated Completion Date Field Boxes have search criteria options
for Today, This Week, This Month, On, Before, After, Range, Last X Hours, Last X Days, Last X Weeks, Last X
Months, and Last X Years. Select the criteria for your search and then enter in the date selection or numeri-
cal value and the search will be performed with your desired date criteria. This Week, This Month, Last X
Hours, Last X Days, Last X Weeks, Last X Months, and Last X Years will all automatically update with the
passing of time. For example, if you filter your search to show all open tickets created in the last 5 hours,
this report will automatically update to be exactly 5 hours from the current time on the server. Note that
tickets with future dates (such as Est. Completion Date) will not return in your results.

- Drop-down criteria: click any drop-down arrow and select the option you would like to search by.
Once the option you select fills the drop-down box, click the green plus sign located to the right of the
item to add it to your search criteria. You can also type in the drop-down box to perform google-like
searches in the drop-down options.

- Text Field criteria: type in any text field among the search boxes. To add your text as criteria for your
filter, click the green plus sign located at the end of the text field.

- System Search criteria: click on the magnifying glass for Category or Category Option to launch a pop-
up window that will list these search options in their hierarchical order. There will be a drop-down with
two Boolean operation choices, Equals or Not Equals. By default Equals will be the Boolean operation
selected in each drop-down. After choosing the Boolean Operation you desire click on the checkbox
next to the Category or Category Option you would like to add to as your search criteria. Click Apply
and the pop-up window will close and add the selected search criteria to the Field Box. (Note: the
search method for Category and Category Option are presented in a separate pop-up window, allowing
you to see the hierarchical order. In other words, you are not only able to see what Categories or Cate-
gory Options are available. You are able to see what Group each Category belongs to, or see what
Category a Category Option belongs to.) You can close this pop-up window at any time by clicking on
the circular x icon in the top-left hand corner of the pop-up window.
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Click on the magnifying glass a for ZENworks Assets to launch a pop-up window with three text fields
to search for ZENwork’s assets: Asset Name, Asset Type, and Operating System. Enter your desired criteria
and click on the Search Button to pull up specific ZENworks Assets that can be added as your search cri-
teria. If you want to search all assets, you can leave the search boxes blank and click the Search Button. A
list of ZENworks Assets that meet search parameters will appear in the pop-up window. The Glasses Icon

" can be clicked on to view the ZENworks Asset Detail Page for that asset. Click on the checkbox next to
the ZENworks Asset you would like to add to your search criteria, then click on the Add Selected Assets
to the Search Button. The pop-up window will close and add the selected search criteria to the Field Box.
To remove any search criteria from a Field Box click on the red delete sign located to the right of each
option.

Next, define the Column Order for your filter. The order will display from left to right when running the
filter. The field at the top will be the field on the left. Click the down arrow to select a column to display.

Choose a column ¥ (4]

Priority

Ticket #
Location
Subject
Category Option
Assigned To
Status

Created Date

You can arrange the order of the items listed in the Column Order box by drag-and-drop. You can move
two or more at a time by using your shift and control keys along with the mouse. The defaults for the
results are Priority, Ticket #, Location, Subject, Category Option, Assigned To, Status and Created Date.
Once you have selected all your search criteria, select one of the following options:

- Save Filter: this will save the Filter and add it to the Ticket Filter Page, where it can be managed and
used for Dashboards, the My Ticket Screen, Graphical Reports, or a Ticket Search.

- Reset Filter: Choosing this option will clear any fields you have added and reset the Ticket Search to the
default boxes of Priority, Ticket #, Location, Subject, Category Option, Assigned To, Status and Created
Date.

- Save As: This will give you the option to save the filter you have created under a new name. This may be
useful when modifying an existing filter. You can add or delete fields as desired and save the changes
you have made with a new name. This will keep the original filter as it was before.
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Apply aFilter
The Apply Filter button will open a separate Search Results pop-up window with the results of the filter you

created. The order in which the columns are listed will depend on the order you have chosen in the Column
Order in the Ticket Search screen. The results will display in order depending on the first column chosen.

New Filter

Mass Update - Export : Excel | FOF

 Priority Ticket = ‘Location Subject Category Option  Assigned To Status : Created Date
¥  Low 1 District Offices  Test Mouse Peter Parker Assigned ot w640 9.09 ppy
Updated
¥ Low 75 Elericrtaryico ool nisaltestiaisesit e Tu il Peter Parker ﬁsjggzd Lot B9M011:53 AM
¥  Low 79 District Offices 1Y, Monftorwill -\ tor Ticket Pool Assignedfot o040 315 Am
not turn ... Updated

Wy iPod touch

¥ Low 76 High Schaol i

Cther Wonder Yarman Resalved G0 539 A

sting iphone aluicl g i Peter Parker

Howy long until | can Azzigned Mot

¥ Low 74 Elementary School Health Insurance Ticket Pool Gi2M04:13 P
Upclated
gL A 3z Wy keybozd wil Azsigned Mot X
¥ Low 75 District Offices it 1t e Keyhoard Peter Parker Updiated Bi2M0 4:25 Pl
¥ Low B3 District Offices - @wnisgong ) g Mike Miglsan Closed 5/29/05 9:59 M

brasin

In the results window you have the following options:

« Sort the tickets by the individual columns. For example, to list the ticket results by number in ascending
order, click the Ticket # column header. To reverse the order, click the column headeragain.

«  One or more tickets may be listed in bold. This means it is a new ticket that has not been worked on. Tick-
ets may also have a red flag in the very first column of the ticket list indicating that the last update on the
ticket was made by someone other than the logged in user.

- Toview an individual Ticket, double-click the ticket you wish to open. The ticket will open in a separate
window.

Once you have created and saved a filter it will be listed in your Ticket Filter page where it can be applied,
edited, or deleted. For more information, see the Ticket Filters section.

Mass Delete Tickets

To delete one or more tickets, select the tickets you wish to delete and select the Delete option from the
drop-down arrow in the multi-action button in the top left-hand corner of the Search Results pop-up win-
dow.

« To select multiple consecutive tickets, select the first ticket, hold the Shift key, and select the last ticket.

- To select multiple tickets that are not listed consecutively, hold the Control key and select each ticket.

«  When you choose the delete option, a pop-up box will appear asking if you are sure that you want to
delete the selected tickets, and will list the selected tickets. If you want to delete them, click on the OK
button. The window will close and the tickets will be deleted. If you do not want to delete them, click the
Cancel button.
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Mass Update

From the Search Results page you have the ability to mass update the Tickets that are found. Select which
tickets you would like to update by using the Shift or Control key and click the Mass Update button. A Mass
Update pop-up will appear with the following options:

Mass Update

Only fields with checkbox checked will be updated

Work time:

| contact: .2
Assignment: | -
Priority: -
Status: -

Est. Compl. Date:
Add a comment:

Subject:
Mot

Group as children: (Ticket # of parent)

Save Changes Cancel

« Work time: Format must be in 00:00:00 (hours, minutes, seconds)

« Contact: Select a contact from the drop-down list or use the text box as a google-like search

« Assignment: Select a contact from the drop-down list or use the text box as a google-like search

« Priority: Select a priority from the drop-down list or use the text box as a google-like search

« Status: Select a status from the drop-down list or use the text box as a google-like search

« Estimated Completion Date: Clicking in the text box will bring up a calendar from which you can
choose a date for estimated completion of all selected tickets; format for the date must be MM/DD/YYYY

« Add a Comment to all selected tickets: Add a Subject and/or Note in the designated text field to add
them to all selected tickets

« Group as children: Type the number of a Parent Ticket in the text field to tie all selected tickets to that
ticket in a Parent/Child relationship

To select a Mass Update option, click the check box to the left of the desired option and fill in the informa-
tion necessary for that option. You have the ability to update multiple pieces of information at the same
time.

Once you have selected the update options and filled in the information, click the Save Changes button. A
message will then appear with the following information:

«  Successfully saved tickets: Here will be listed all tickets that were saved with the chosen information suc-
cessfully

« Unsuccessfully saved tickets: Here will be listed any tickets that were unable to save with the information
chosen in the Mass Update

For example: All selected tickets are updated with a new Assignment. All tickets are successfully updated
except one. This ticket may have a Category or Category Option that cannot be worked on by the chosen
Technician and, therefore, would not update properly.



If do not wish to update any tickets, click the Cancel button.

Once you have created and saved a filter it will be listed in your Ticket Filter Page. Here a filter can be applied
or deleted at anytime by clicking the Apply or Delete links.

To edit your saved Ticket Filter click on the Edit link and the saved Ticket Filter will open in the Ticket Search
page where it can be edited, re-saved, or saved as a different.

Export Tickets to Excel

In the Search Results pop-up window there is an option to export tickets to Excel or to export them as a PDF.

Click on the Excel or PDF link to Export
Mazz Update it

Priority E Ticket # Location Subject
¥ Low # District Offices  Test
¥ Low 75 'Elementary School ; Tz E ezl
¥  Low 79 District Offices Y Monitor s
not turn ...

Mty iPod touch

¥ Low 76 High Schoal il

Ticket Filters

The Ticket Filters page is a management page that lists all the Private Filters the logged in user has created
as well as any Public Filters that have been created in the system. It was designed to allow for easy manage-
ment of your Ticket Filters as they are used for the engine of the My Ticket Screen, Reports, and Ticket Search.

| 'v Filters -
&2 CREATE NEW
Closed tickets Private - |
Kathryn's Filber Public W
Open tickets Private 3 =]
2
| Pubfic Fitters |
& CREATE NEW
FlterName Owner Actions
| Administration Building Open Ticksts Kate Thomas F (]
Administration Building Tickets ¢ Jerry Blue R
Low Priarity Tickets | Jarry Blue R
; i
Tickets w Low Priority i Jerry Blue LA -
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My Filters

The My Filters section of the page has a list of Filters that you, the logged in user, have created. These Filters
are organized in rows with three columns: Filter Name, Visibility, and Actions.

« The Filter Name column lists the ticket filter name that was created by that user.

« The Visibility column lists whether a filter is Public, indicating the filter is a public filter and therefore vis-
ible in the Public Filters throughout the application, or Private, indicating that the filter is a private filter
only visible to that user in the application.

« The Actions column lists three actions that can be taken for that particular Ticket Filter: Apply, Edit, and
Delete.

- If the Apply icon is clicked, that particular Ticket Filter will be run and pulled up in the Search
Results pop-up window, for viewing and mass updating purposes.

- If the Edit icon is clicked, that particular Ticket Filter will be opened in the Ticket Search, where
it can be edit, changed, and re-saved.

- If the Delete icon is clicked, a pop-up message will ask “Are you sure you want to delete this
item?” If you would like to delete the Ticket Filter, click the Yes button and it will be deleted from the
application. If you do not wish to delete the filter, click the Cancel button.

Public Filters

The Public Filters section of the page has a list of Filters that are public and visible to everyone throughout
the application (based on the user’s rights and privileges). These Filters are organized in rows with three col-
umns: Filter Name, Owner, and Actions.

« The Filter Name column lists the ticket filter name of that particular filter in the system.

« The Owner column lists the name of the individual that created the Public Filter. If the System Adminis-
trator created the Filter, the Owner’s Name will be listed as SYSTEM ADMIN.

« The Actions column lists three actions that can be taken for that particular Ticket Filter: Apply, Edit, and
Delete.

- If the Apply link is clicked, that particular Ticket Filter will be run and pulled up in the Search Results
pop-up window for viewing and mass updating purposes.

- If the Editicon is clicked, that particular Ticket Filter will be opened in the Ticket Search where it
can be edited, changed, and re-saved. If a Public Ticket Filter is edited and then saved, that Filter’s
new owner will be the last individual to edit it. It will then be listed in the Public Filters section of the
Ticket Filters page for all users except the individual that edited it. For this user, it will be listed under
the My Filters section of the Ticket Filters page with the Visibility listed as Public.

- If the Delete icon is clicked, a pop-up message will ask “Are you sure you want to delete this
item?” If you would like to delete the Ticket Filter, click the Yes button and it will be deleted from the
application. If you do not wish to delete the filter, click the Cancel button.

Create New Ticket Filter

To create a new Ticket Filter from the Ticket Filter page, click the Filters tab, then Create New. This will take
you to the Ticket Search page. For information on how to navigate the Ticket Search page please see the
Ticket Search section.
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Basic Reports

The Reports Page is a management page that lists all the My Reports, or the private Reports the logged in
user has created, as well as any Public Reports that have been created in the system. It was designed to al-
low easy management of your graphical reports and the ability to create automatic, scheduled reports. This
tool is also the power behind eHD’s Dashboard feature.

[ i"’: I iil :i II. iﬁ o o B = = -'
O CREATE NEW | |

|
| & CREATE NEW
Reporl Name Visibility [PActone | Schadule B Report Narme [ Owner |"Actions [ Scheduls

‘ Closed Tickets i Private N = Fos | | 30 days of ticksts Jerry Blue %) i
| Open Tickets Private I [ | admin Building Open Tickets Jerry Elus > ) e

High Priority Tickets Jerry Blue ) P

Public Computers - Open Tickets Joe Smith E &S a | S Y
My Reports

The My Reports section of the page has a list of Reports the logged in user has created. These Reports are
organized in rows with four columns: Report Name, Visibility, Actions, and Schedule.

« The Report Name column lists the report name that was created by that user.
« The Visibility column lists whether a report is

- Public, indicating the report is a public report and therefore visible in the Public Reports through-
out the application, or
- Private, indicating the report is private and only visible to that user in the application

« The Actions column lists three actions that can be taken for that particular Report: View, Edit,
and Delete.

- If the View icon is clicked, that particular Report will be run and pulled up in the Report Results
pop-up window for viewing purposes.
- If the Editicon is clicked, that particular Report will be opened in the Report Editing
screen where it can be edited, changed, and re-saved.
- If the Delete icon is clicked, a pop-up message will ask “Are you sure you want to de-
lete this item?” If you would like to delete the Ticket Filter, click the Yes button and it will be
deleted from the application. If you do not wish to delete the filter, click the Cancel button.

« The Schedule column lists the recurrence for that Report in three different ways.

- If there is not recurrence pattern set for the Report, the column will list Recurrence not set.
- If arecurrence is set and has not yet been started, a Play icon 'ﬁ will be shown along with a still half-

circle pattern %« to the right of it. The still half-cirlce pattern shows that the recurrence pattern is
not currently running. To start the set Recurrence Pattern, simply click the play icon. The half-circle
icon will begin rotating, indicating the recurrence is running.



- If arecurrence pattern is set and has been started, a Stop icon ‘j will be shown along with a rotating

half-circle pattern %+ to the right of it. The rotating half-circle pattern indicates the recurrence pat-
tern is currently running. To stop or pause the Recurrence Pattern, click the stop icon. The rotating
half-circle icon will stop indicating the recurrence is no longer running.

Public Reports

The Public Reports section of the page has a list of Reports that are public and visible to everyone through-
out the application (based on the user’s rights and privileges). These Reports are organized in rows with four
columns: Report Name, Owner, Actions, and Schedule.

« The Report Name column lists the name of that particular report in the system.

«  The Owner column lists the name of the individual that created the Public Report. If the System Adminis-
trator created the Report the Owner’s Name will be listed as SYSTEM ADMIN.

« The Actions column lists three actions that can be taken for that particular Report: View, Edit, and De-

lete.

- If the View icon is clicked, that particular Report will be and pulled up in the Report Results pop-
up window for viewing purposes.

- If the Edit icon is clicked, that particular Report will be opened in the Report Editing screen where
it can be edited, changed, and re-saved. If a Public Report is edited and then saved, that Report’s
new owner will be the last individual that edited it. The report will be listed in the Public Reports
section of the Reports page for all users except the individual that edited it. For this user, it will be
listed under the My Reports section of the Reports page, with the Visibility listed as public.

- If the Delete icon is clicked, a pop-up message will ask “Are you sure you want to delete this
item?” If you would like to delete the Ticket Filter, click the Yes button and it will be deleted from the
application. If you do not wish to delete the filter, click the Cancel button.

« The Schedule column lists the recurrence for that Report in three different ways.

- If there is not recurrence pattern set for the Report, the column will list Recurrence not set.
- If arecurrence is set and has not yet been started, a Play icon > will be shown along with a still half-

circle pattern %« to the right of it. The still half-cirlce pattern shows that the recurrence pattern is not
currently running. To start the set Recurrence Pattern, simply click the play icon. The half-circle icon
will begin rotating, indicating the recurrence is running.

- If arecurrence pattern is set and has been started, a Stop icon "j will be shown along with a rotating
half-circle pattern %+ to the right of it. The rotating half-circle pattern indicates the recurrence pat-

tern is currently running. To stop or pause the Recurrence Pattern, click the stop icon. The rotating
half-circle icon will stop indicating the recurrence is no longer running.

Create New Report
To create a new Report from the Reports page click on the circular Create New in the top-rightcorner of the

page. This will take you to the New Report page.
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Report Name Ticket Filter Mark As Private

| V| Show detail
O Report by date

Grouping

Group report by (] Regroup drill down information by...

Technician b

Ordering

Order by
|,f-‘«lphab&tically.r v

Format

Report format ¥ Show Graph

® pie O Bar

[ run this report on a schedule

Fill out the information on the New Report page

« Report Name: Give a name that will properly reflect the Report.

« Ticket Filter: Select the Ticket Filter you would like to create the Report from.

« Report by date: If you would like to Report on tickets for a certain period of time, be sure this box is
checked. A drop-down will appear on the right side of the screen in the same row with the choices to Or-
der by the Day, Week, Month (default), or Year. If you wish to show all tickets, leave this box unchecked.

- Ifthe Report by date option is not selected, you have the option to run the report grouped by a specific
criteria by clicking the Group report by drop-down and selecting one of the following options:

- Group

- Location

- Category

- Category Option
- Technician

- Priority

- Status

- ZENworks Asset

« You can then regroup the report results after you have drilled down into a grouped report by clicking on
the Regroup drill down information? checkbox. Clicking this checkbox will load another drop-down
box titled By. This drop-down has the same possible options as the Group report by options listed
above, further defining your report.

e Show Graph: If you would like to show a graph of the selected ticket template, check this box. Then select
whether you want the results displayed in a Pie chart or a Bar graph.

* Report format: Select from the drop-down menu which format you would like the report results displayed
in. The following options are available for reporting:

- PDF: This option will allow for the report to be emailed to a boss, saved on a computer or network, or
be printed.
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HTML: This is simply a text format.

Excel spreadsheet: This will open the report in Excel and allow you to change and modify the report
according to the rules and capabilities of the program.

CSV file: This format will open as an Excel CSV and will show the tickets’ column titles in columns and
rows for modification.

« Order by: Select how you want the tickets ordered in your report. The following options are available:

Alphabetically: The results will be listed by technician in alphabetical order.
Greatest # of Tickets: The technician with the greatest number of tickets will be listed first followed
by the next highest and so on.

« Configure Scheduler for this report: When this box is checked, a Scheduler box will apear. This is a
powerful tool that will allow you to run Reports on a specific schedule without having to manually run
the report every time. You can set the following to occur for your report.

Recurrence Pattern: If you would like to create a Recurrence Pattern for your Report that will auto-
matically launch the Report, select the radio button for the option to run the Report

o Daily: Set your Report to Recur Ever (X) Day(s)

o Weekly: Set your Report to Recur Every (X) Week(s) on any certain day of the week

o Monthly: Set your Report to run on a certain day of every (X) month(s) OR the First, Second,
Third, Fourth, or Fifth (Day of the Week) of every (X) month(s)

o Yearly: Set your Report to run on any certain day of a certain month OR the First, Second, Third,
Fourth, or Fifth (Day of the Week) of a certain month every year

Note: Scheduled Reports will be run at 2:30 a.m. on the scheduled date.

Range of Recurrence: In the Start text box, state when you would like your report recurrence pat-
tern to begin. Then select whether you want it to End After a certain number of occurrences, End By
a certain date, or End Never.

Email Message to be sent: If you would like to send the report to certain people in your organiza-
tion, add their email addresses in the To text field. Add a Subject and/or Body for your email. The
report will be added to the email as an attachment.

Example: You can set a report to run from the Open IT Tickets Ticket Filter every Monday morning
and be sent to the IT Department Manager for analysis. To do this, you would

Select the Open IT Tickets filter from the Ticket Filter drop-down menu

Check the Configure Scheduler for this report checkbox

Select the Weekly radio button under Recurrence Pattern

Set it to Recur Every 1 Week and select the Monday checkbox

Set the Range of Recurrence to Start the same day you set up the Scheduler and select the End

Never radio button

o Inthe Email Message to be sent section, enter the IT Department Manager’s email address (To)
along with a Subject and/or message (Body)

o The Report will be sent in an email every Monday morning as an attachment to the email you

provided.

O O O o0 O

When you have finished filling out all the desired information, click the Save Changes button. This will save
your Report in the Reports page under your My Reports section where you have View, Edit, or Delete the

report.
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Custom Fields

Custom fields can be added to the ticket page based on category option. These fields can be required or
optional. In the Settings, click Custom Field Setup.

First, click Add Custom Field. Select a Group, Location, Category or Category Option for this custom field. The
custom field will display on the ticket when the above parameters are selected on the new ticket screen.

The Field Label is the name of the Custom Field you are creating. Type the name of your Custom Field in the
Field Label field. Next, choose if you want this field to be a text field, text area, radio button, checkbox or
drop-down. These are defined as the following:

Text field: One line of text.

Text Area: Large text area for a memo, note, etc.
Radio Button: Allows users to select only one choice.
Checkbox: Allows users to check or uncheck a box

Drop-Down: A list of possible choices in a drop-down list.

, Custom Field Setup

’.._‘.-a You may set the custom field to appear based on any level from Location to Category Option. Leaving
| these fields blank will result in the custom field showing on all tickets regardless of selected Location etc.
|
|

* Field Label Location

' * Field Type Group

| ¥ '
oider Category

|| o |+

[ ) Category Option
Required? r

G

" save Changes

After selecting one of the options for your custom field, enter the field value name, and select if it’s a re-
quired field. For radio button and drop-down, enter values in the value and display value fields. Click the
green plus icon & to add more display values to the list.
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Parent/Child

Tickets can be logged in a series of Parent and Child tickets. This feature enables tickets to be organized in
a hierarchy. For example, if a ticket is logged concerning a virus that has spread department-wide, it is also
very likely that other tickets will be logged that detail specific problems caused by that virus. All of these
sub-problems stem from a single problem—the virus that has spread throughout a department. It is pos-
sible to create sub-tickets regarding the same problem by opening the existing ticket and clicking on the
green plus icon under the Sub-Tickets heading. This will allow you to create a new ticket as a Child ticket to
the initial problem. Once the sub-ticket is saved, it can be accessed under the Sub-Ticket section of the Par-
ent ticket or by searching the Child ticket number.

These sub-tickets can have a different group, location, category, category option and assignment than the
parent ticket. The sub-tickets display on the parent ticket and have links that open the child ticket in a new
window. A parent ticket cannot be closed until all the related child tickets are closed as well. Parent-child
tickets are beneficial because they allow you to track related instances from separate tickets.

When in a ticket as a Manager or a Tech, click on New Sub-Ticket, which is a Green Plus Icon under the Sub-
Tickets section, to create a sub-ticket or child ticket. A new ticket screen will display with the same informa-
tion as the parent ticket. The ticket information in the child ticket can be altered by simply changing the
contact name or ticket information as it relates to the new child ticket.
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Asset Tracker and ZENworks

The Asset Tracker allows you to track all the Assets for your company and link them directly to tickets. Here's
how to get started:

Enabling Asset Tracker

The Asset Tracker can be enabled by logging in as the System Admin and clicking on the Settings - Groups
You can have each group have its assets tracked by either eHD’s Internal Asset Tracker or ZENworks’ Asset
Tracker. You can configure the ZENworks asset tracker by clicking on Settings - ZENworks 10-11 Configura-
tion.

ZENworks Configuration

eHD’s integration with ZENworks now allows tickets to be tied to ZEN Assets. This allows remote control of
ZEN tickets, as well as improved reporting systems for those assets. Upon clicking either of the configuration
links, you will be taken to the ZENworks Configuration Page.

Enable Novell ZENworks 10-11 Integration:

ZENworks 10-11 Base Url:

|http:f!zen1.g rouplink.net/zenworks

(2.0, http:// <servername=/<zenworks>)

O
Enable eHD VNC Client

Driver
|Microsof‘t SAL Server v

Server Name

|5q11 |

Database Name

[zEn1o |

User Name

|zen10 |

Password

You will be given the option to Enable Novell ZENworks Integration. Upon doing so, you will need to fill out
the Base URL, indicate whether or not you wish to Enable eHD’s VNC Client, choose the Driver, write the
Server Name, write the Database Name, and write the User Name. If you have chosen to use the embed-
ded Sybase ODBC drive, list the ODBC Data Source Name (for more info. see KB article 128). You may then
test the connection, and Save the Changes you've made. You will then need to log out and log back in to
apply the changes.

Settings
Navigate to the Asset Tracker window and click Asset Tab , where you will define the following options:
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Asset Types

Click on Asset Types. This is where you will enter and categorize your assets by type. For example, you can
categorize your assets into the following types: Laptop, Desktop, Furniture, Landline Phone, etc. To add an
Asset Type, click on New Asset Type. Name is the only required field, but you have the option of adding a
description. Once you have named your Asset Type, click Save Changes. The Asset Type is now displayed.

At the end of each row are two icons: one to edit the Asset Type and one to delete it. You are not allowed to
delete an Asset Type that is being used by an Asset.

Statuses

Click on Statuses. Just like with tickets, every asset will need to have a status. Some examples of statuses
are: Out of Service, In Service, On Order, etc. To add a Status, click New Status. Name is the only required
field, but you have the option of adding a description. Once you have named your Status, click Save. The
Status is now displayed.

Follow the same process for Field Groups and Custom Fields.

Viewing Your Assets

Navigate to the Asset Tracker window and click Assets , where you can use the following features to view
and organize your assets.

Azcot Numbar Mamo Accot Loeation Location jaHD] Group (aHD Em:g‘_:\ry [eHD} I.':mgnq- l:lptwnla-HDl ..0‘."‘."‘!?.':"“.'.:':'. i len: E

Search ) ADD ASSET

1 Workstadon 1 Computar Hoom 221 Admirictrotion Suiding rformoton Taeshnology Coampudar Mate Thomas [kada F a
= Central Office Printer Office Parker High Schaal mifermebion Technology Prinfer Bonnie Broven (memberf .

WWah Sarvar Admin Building Server Administration Sulding riormetion Technology Compular Jesry Blua {mansger} . G
Room

4 3Com Desk Phone Dimwis Jurior High mformetion Technokgy Phn= Taie Thomss (osd=)

List Assets

List Assets is just like the My Tickets screen, but for Assets. You can filter and sort the Assets here just like you
can do with tickets on the My Tickets screen. You can add Assets here as well by clicking on Add Asset. (See
the section Add Asset for more details.)

Search Assets

Search Assets works the same way that the Ticket Search window. You have the same ability to create and
save a filter.

Each field that is used to describe an asset can be searched from the Search Asset window. For example,
each option represents one of the information fields used to describe an asset. There are text fields that re-
quire you to type in the information yourself, or there are dropdown boxes that have the information already

there for you to choose. After you enter the information you want to search, click the green plus sign next to
the field.
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The Information entered, or selected, then appears in the lower half of the box. When you have all the cri-
teria entered that you wish to search, click on the Apply Filter icon. The Asset Filter section will collapse
automatically and the results will appear.

Add Asset

This is where you can start adding your assets. The number of tabs shown depend on what Field Groups
have been added. The default tabs are: Asset Fields, Accounting Info, Associated Tickets, Software Licenses
and Remote Management. Required fields are marked by an asterisk. After entering information for the as-
set, click Save Changes. The List Assets page is then shown.

Vendors

This section is to help keep track of the vendors associated with your assets. To add a Vendor, click New Ven-
dor. A vendor form will appear. Fill out as much information about the vendor as you need (Name is the only
required field), and click Save Changes. The vendor is then displayed.

You can also import a CSV file with a list of vendors by clicking the import button .

You can edit and delete saved Vendors in this window as well. (Note: You are not allowed to delete a Vendor
that is being used by an Asset.)

Software Licenses

This section is to help keep track of your software licenses. To add a Software License, click New Software Li-
cense. A software license form will appear. Fill out as much information about the vendor as you need (Prod-
uct Name is the only required field), and click Save. The software license is then displayed.

You can edit and delete saved Software Licenses in this window as well.

Import

Import gives you the ability to automatically fill in your assets from a CSV format. First, select a file to import.
The file cannot have blank cells. It must also have columns for Asset Name, Number, and Type. Click the
Browse button to navigate to your file. Once you have selected your file, choose the CSV type: is your file a
regular CSV file or an Excel CSV file?

Also, be sure to select the Is the first line a row of labels? check box if the first row of the file is the labels
for the columns. If you don’t have a row of labels leave this unchecked. Create New Location? Create New
Group? You will be given the opportunity to name the fields during import. You also have the options to
create a new Location or Group based on fields in your CSV file.

Reports

Reports for assets has a list of canned reports for your use. Click on any of the canned Asset Report types and
the report is displayed.

| ] Assets by Owner
Assets by Group

Assets by Type

Lease Expiration Report

Warranty Expiration Report

Purchase Report
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Dashboards

Dashboards are designed to harness the power of your saved Reports from the Reports page and display
them visually using eight different types of Widgets (visual dials or charts used in your Dashboard). Before
you start to create your dashboard, it is imperative that you create the Report in the Reports page that you
want to have visually represented in a Dashboard. Examples of Reports are: All Open Tickets, Tickets by Loca-
tion, or All Today’s Modified Tickets Grouped by Category and Regrouped by Priority. For help creating Ticket
Filters please see the Working with Ticket Filters in Ticket Search or Reports Section of the help files. Dash-
boards are sold at an additional cost and must be turned on or off from your License File.

Admin Settings Console
In the Admin Settings Console, there is a bar called Dashboard Management. When clicked, it expands to
reveal the Dashboard Link. This link will redirect you to the Dashboard Management Page.

&3 NEW DASHBOARD

| Dashboard Name ACTION ,|!

Daily View =/ 0 l
. Hourly View - 4 (%]
Dashboard Detail Page

If you are creating a new Dashboard, the Dashboard Detail Page will pull up with a text field for your Dash-
board’s name. Enter a name for your Dashboard then click the Save Changes button. This will save the
Dashboard’s name and allow you to add Widgets (the visual dials or charts used in your Dashboard) to your
Dashboard. Clicking the Cancel button will take you back to the Dashboard Management Page. If you click
the Edit Icon to pull up a select Dashboard from the Dashboard Management Page, the Dashboard Detail
Page pulls up with a list of the individual Widgets being used in that dashboard. You have the ability to edit
the dashboard’s name as well as add, edit, or delete widgets in that Dashboard. The Widgets are displayed
in rows with column headers titled: Widget Name, Widget Row and Column Location (which gives you
the row and column location for that widget in the dashboard), Column Span and Row Span (which tells
you how many rows and columns that widgets spans in the dashboards grid), and Action (which has icons
to edit and delete the widget). When the Edit Icon is clicked, it will direct you to the Widget Creation Page,
where you can edit that Widget in the dashboard. If the Delete Icon is clicked, it will bring up a prompt to
confirm the deletion of that widget. At the bottom-right of the page is a Save Changes button, which will
save the dashboard and take you back to the Dashboard Management Page. If you click the Cancel button,
you will be taken back to the Dashboard Management Page.
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Dashboard Management Page

The Dashboard Management Page is populated with the list of all the Dashboards that have been created in
the system. If no Dashboards are listed and you would like to create one, click the circular Green Plus Icon in
the top-left corner of the Dashboard Management Page and you will be taken to the Dashboard Detail Page.
If Dashboards are listed in the Dashboard Management Page you will see, to the right of each dashboard,
under Action, are four icons. In order, they are Launch, Edit, Copy, and Delete. Clicking the Launch Icon will
start the download of a Java swing applet that opens up in a separate, resizable window for your dashboard
viewing. Clicking the Edit Icon will take you to the Dashboard Detail Page, allowing you to edit and resave
your dashboard. Clicking the Copy lcon will add a copy of that Dashboard to the Dashboard Management
Page, allowing you to launch, edit, copy, or delete the copied Dashboard. When clicked, the Delete Icon will
bring up a prompt to confirm the deletion of that dashboard.

In the top-right corner of the page is the Add New Widget Icon. Clicking this icon will take you to the Widget
Creation Page where widgets can be created, saved, or edited.

Widget Creation Page

If you are creating a new Widget the Widget Creation Page will pull up giving you the ability to name and
create your Widget. After giving your selected widget a name, you must then select a report from the Re-
port drop-down list. Next, enter in the Widget’s location in the Dashboard by Row and by Column. If you are
making a Dashboard with only one widget then put 1 and 1 in the Row and Column boxes. If you are creat-
ing a Dashboard with four Widgets you will enter each Widget’s location to be 4 different cells of a table. Row
1 Column 1, Row 1 Column 2, Row 2 Column 1, and Row 2 Column 2.

The next step in creating your Widget is to select the Widget Type you want to use to display your selected
Ticket Filter’s information. Hovering over the thumbnails of the different Widget Types will bring up a stored
snap-shot of what that Widget looks like. Note that some charts may be grayed-out if they are not compat-
ible with the Ticket Filter you have selected. Ticket Filters that are created to return simple ticket counts, like
All Open Tickets, can only be displayed using the Dial, Horizontal Arc Dial, Vertical Arc Dial, or the Ther-
mometer. Ticket Filters that are created using the Group Report By option in the Create a graphical report
of the Ticket Search, like All Open Tickets Grouped by Location, can be displayed using the Bar Chart and
the Pie Chart Widgets. Ticket Filters that are created using the Group Report By option and the Regroup
drill down information by in the Create a graphical report of the Ticket Search, like Today’s Modified Tick-
ets Grouped by Category and Regrouped by Priority, can be displayed using the Stacked Bar Chart and the
Multiple Pie Charts Widgets.

* Widget Type

O Dial () Horizontal Arc Dial () Vertical Arc Dial (@ Thermometer
Sl i) :
Bar Chart Stacked Bar Chart Pie Chart .‘~ELIiItir!e Pie Charts
il s 2 [}
Thresholds
Minimum: i Maximum: 20
Critical:
Green: 1 to: 9
Yellow: & to: 10
Red: 11 to: 20

After the Widget Type has been selected, the particular type will have a given set of Thresholds that need
to be selected. These will appear under the Thresholds portion of the page after the Widget Type has been
selected. The threshold Minimum Value and Maximum Value must be
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entered, as well as the sub-parameters, depending on the Widget Type. The Dial Widget has green, yellow,
and red section of the dial that can have different thresholds. Example: Green can indicate an okay range for
open tickets set for 0 — 25; yellow can indicate a warning level that open tickets are filling up in the system
set for 25 - 40; red can indicate a critical level set for 40 — 60. The Thermometer has the same green, yellow,
and red levels; however it also has a critical level that can be set at whatever level is needed. These are the
Thresholds that need to be set depending on your company’s needs and procedures. Once the Thresholds
are set, you can then click the Save Changes button to close the Widget Creation Page, adding that widget
to the Dashboard Detail Page. The Cancel button will close the Widget Creation Page and return you to the
Dashboard Detail Page without saving the Widget.

Launching your Dashboard

To launch the Dashboard click on the Dashboard Icon in the header’s fisheye. This will pull up the Dashboard
Management Page, with a list of all your system’s Dashboards. In each Dashboard’s row is a pair of glasses
icon. Click on this icon to launch that particular Dashboard. The application will automatically start to down-
load the Java swing applet. Once it is downloaded, click the Run button and the Dashboard will open up in a
separate, resizable window that will update live every 20 - 40 seconds. This window can be maximized on a
60 inch screen or on a personal desktop. It is important to note that an end user will be able to launch Dash-
boards as well; however they will only be able to see the Tickets in that Dashboard that they are the Contact
for or those they have submitted. It is all based on the same rights and privileges as the Ticket Search.
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Ticket Templates

Ticket Templates were designed to help implement your business processes, routine tasks, and requests
directly in the application. You can create the template once and then manually launch the Ticket at any
time. You can also set the Ticket Template to be launched on a specific day, week, month or year using the
Recurrence functionality under the Recurrence Tab. You can create a Ticket Template with multiple Ticket
layers (Child Tickets) that can be launched automatically based on predefined Workflow. This gives you the
ability to have the next Ticket or Tickets in the Template launch when the previous Ticket or Tickets have

their status changed to the predefined status. This can be done in the Workflow Tab.

Human Resources Information Technology Maintenance Public Computers Transportation

&) New Ticket Template

j Name

i Siru CLure AcCion Schedule
New Hire 13 Child Tickets S /700 Recurrence not set
New Hire £2 | 2 Child Tickets S | Recurrence not set

Ticket Template Management Page

The Ticket Template Management Page is populated with all your system’s Groups represented by Tabs.
Each Group Tab is populated with a list of all the Ticket Templates created for that Group. You can click on
each Tab to see the different Ticket Templates for each Group. If no Ticket Templates are listed and you would
like to create one, click on New Ticket Template in the top-left corner of the Ticket Template Management
Page and you will be taken to the Ticket Template Detail Page. If Ticket Templates are listed in the Ticket
Template Management Page you will see, to the right of each Ticket Template, under Action, are four icons.
In order, they are Launch, Edit, Copy, and Delete. Clicking the Launch Icon will redirect you to the Pre-
launch Page where you can change any information in the Ticket Template’s Tickets before launching them.
Clicking the Edit Icon will take you to the Ticket Template Detail Page, allowing you to edit and resave
your Ticket Template and it’s Recurrence Pattern or Workflow. Clicking the Copy Icon will add a copy of that
Ticket Template to the Ticket Template Management Page, allowing you to launch, edit, copy, or delete the
copied Ticket Template. When clicked, the Delete Icon will bring up a prompt to confirm the deletion of that
Ticket Template.

Also to the right of each Ticket Template, under Schedule, is a Play and Pause Icon that will appear if a
Recurrence Pattern is saved for that Ticket Template. To Play the Recurrence Pattern, click on the Play and
Pause Icon and a Circular in Motion Icon will start playing. To Pause the
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Recurrence Pattern, click on Play and Pause Icon again. The Circular in Motion Icon will stop playing
and your Recurrence Pattern will be paused. If that Ticket Template has no Recurrence Pattern set, under
Schedule it will say Recurrence not set.

Ticket Template Detail Page

If you are creating a new Ticket Template, the Ticket Template Detail Page will pull up with a text field

for your Ticket Template’s name. Enter a name for your Ticket Template and decide if you want your Ticket
Template to be Private (only the Admin, Managers, and Technicians will be able to launch it), or if you
want to make it Public (End Users will be able to launch it). The Mark as Private checkbox will be checked
by default, but may be unchecked to make the Ticket Template Public. You then need to click the Save Icon,
which is the blue floppy disc icon. Once you click the Save Icon, three Tabs will appear in the top left-hand
side of the screen: Tickets, Recurrence, and Work Flow Tab.

Tickets Tab

The Tickets Tab will be selected by default and the screen will be split into two sides. In the left-hand side
of the screen there will be the start of a Tree-Diagram, or the hierarchical flow of the Ticket Template. To add
a top tier Ticket to the Tree, right-click on Templates in the Tree-Diagram. This will reveal a menu with the
options to Add a New Template. Clicking this option will pull up a pop-up window that asks you to name
your Template. Give the Template a name and click the Save Changes Button. If you want to exit the pop-up
without saving changes, click on the X in the right-hand corner of the window. Clicking the Save Changes
Button will close the pop-up window and add the Ticket name in the Tree-Diagram. Clicking on the Ticket
name in the Tree-Diagram will populate the right-hand side of the screen with a blank Ticket. This blank
Ticket can be filled out so, when it is launched, all the information entered and saved will be in the Ticket.
The flow of the Ticket Template works the same way as filling out a normal Ticket. You can enter the Contact
and Location and everything else like normal. If you want Custom Fields on the Ticket, they will appear
based on the Category Option you select. If you want to tie an Asset to the Ticket you can. You can also add
attachments to the Ticket in the Template or any detailed instructions that are necessary. When you are done
filling out the information for that Ticket, click the Save Template Button at the bottom of the screen.

The next step in filling out the Ticket Template is to decide the different steps you want in your Ticket
Template. If you want to add another Ticket to the Template, and make it the same level as your first, right-
click on the head Template in the Tree-Diagram and click on Add a New Template. If you would like to add a
Sub-Ticket to one of your Tickets in the Ticket Template, right-click on the Ticket and a menu will appear with
an option to Add a New Template. Clicking on this will add a new Ticket beneath the previous Template,
making it a Sub-Ticket. Also in the menu are to other options: Rename This Template and Delete This
Template. Clicking on Rename This Template will pull up the Template Name box, allowing you to change
the name. Clicking on Delete This Template will pull up a Confirmation box asking you if you are sure you
want to delete the template. If you want to delete the Ticket click Ok and the box will close. The Ticket will
be deleted from the Template. If you click Cancel, the box will close and nothing will take place. This is the
process you follow to create a Ticket Template.

An example of a Ticket Template is that of a New Hire Process. The first Ticket could be Setup Workstation
with information necessary to setup the new hire’s workstation: desktop computer, laptop, cell phone, etc.
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This Ticket would be sent to a Technician in the I.T. department, although the application allows for Ticket
Templates to be sent to different departments in the organization, allowing you to truly implement you
business processes. The next Ticket can be Setup Software with information necessary to setup the user
email client and any internet rights and so forth that the new hire would have. The next Ticket would be
Train on Policies followed by the last Ticket, Manager’s Final Approval.

If you are editing a Ticket Template’s information, you can simply walk-through the Tree-Diagram on the
left-hand side of the screen and add, delete, or rename Tickets in the Template. You can also click on each
Ticket to pull up the Ticket in the right-hand side of the screen and edit any of the Ticket’s information. Just
make sure you save any changes to each Ticket by clicking on the Save Template button at the bottom of
the Ticket. When you are done editing the Template details, click on the Save Icon (a blue floppy disc) in the
Ticket Template Detail Page header.

Recurrence Tab

If you would like to create a Recurrence Pattern for your Ticket Template that will automatically launch the
Ticket Template, click on the Recurrence Tab. Clicking on the Recurrence Tab will fill the screen with the
Recurrence Pattern options. You can set a Recurrence Pattern as a Daily, Weekly, Monthly, or Yearly
occurrence, by clicking on the Radio Button next to the Daily, Weekly, Monthly, or Yearly options. Clicking
on the Daily Radio Button will allow you to select the Ticket Template to recur every 1, 2, or 30 days. It will
allow you to go as high as 365 Days. Clicking on the Weekly Radio Button will allow you to select the Ticket
Template to recur every 1, 2, 15, or as high as 365 weeks, on any day or days of the week. The days of the
week can be selected by checking the checkboxes next to the day or days of the weeks you would like

the Ticket Template to be automatically launched on. Clicking on the Monthly Radio Button allows you to
automatically launch the Ticket Template in one of two ways. You can launch the Ticket Template on Day 1, 2,
up to the 315 of every 1, 2, or 50" month. This can be done by clicking the Radio Button next to this option.
You can also launch the Ticket Template on the First — Fifth, Sunday - Saturday of every 1, 2, or 50" month.
This can be done by clicking the Radio Button next to this option. Clicking on the Yearly Radio Button allows
you to automatically launch the Ticket Template in one of two ways. You can launch the Ticket Template

on day 1 - 31 of months January - December by clicking the Radio Button next to this option. You can also
launch the Ticket Template on the First - Fifth, Sunday - Saturday of the months January — December by
clicking the Radio Button next to this option. Note that Ticket Templates on a Recurrence Pattern will be
launched at 2:01 a.m. on the selected date

Recurrence Pattern

@ Daily Recur Every: 1 F&1 Day(s)
_) Weekly
(7) Monthly

1 Yearly

Range of Recurrence

Start: |g/14/2013 |« () End After: ¢ OCCUrrences
() End By: | -

@ End Never

‘Save Changes

You can set the Range of Recurrence for your Ticket Template’s Recurrence Pattern to start on any date
you want by clicking on the Start field and pulling up the Date Picker Calendar. You can have the range end
in one of three ways: It can end after 1-999 occurrences, which can be selected by clicking on the End After
Radio Button; it can end after a selected date by clicking on the End by Radio button and picking a date
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from the Date Picker Calendar; or it can end never, by clicking on the End Never Radio Button. When you

are done setting your Recurrence Pattern and Range of Recurrence that the application will run on to
automatically launch the Ticket Template, you can save it by clicking on the Save Changes button. At

any time, you can navigate away from the page and your changes will not be saved. An example of this is

to set your Preventive Maintenance Ticket Templates for each building on a Recurrence Pattern that will
automatically launch the Ticket Template on the First day of January every year, starting with January 1, 2010
and ending never.

If you are editing a Ticket Template’s Recurrence Pattern, you can click on the tab and make any changes you
would like. You can save your changes by clicking on the Save Changes button. If you don’t want to save
any of your changes, simply navigate away from the page.

Workflow Tab
If you would like to add a Workflow to your Ticket Template that will automate your process, click the Work
Flow Tab. Clicking the Work Flow Tab will populate the left-hand side of the screen with all the Tickets in
the Ticket Template. The right-hand side of the screen will have a page containing an Enable Workflow
Checkbox and Steps 1 and 2. When tickets are placed in Steps 1 and 2 the will be launched when the
Ticket Template is manually launched or when it is run on a scheduled date from the Recurrence Pattern. If
you would like to enable the Workflow you create for your Ticket Template, check the checkbox by clicking
on it. You can disable the Workflow for a Ticket Template at any time without having to erase it simply by
unchecking the checkbox. Once you have enabled Workflow, each Ticket from the left-hand side of the
screen can be clicked and dragged over into a Step on the right-hand side of the screen. By default there are
only two Steps on the screen. To add another step, click on the Green Plus Sign icon . This will add Step
3 to your workflow. You can have as many Steps as you would like. You can also delete your Steps by clicking
on the Red Circle with a White X. Multiple Steps in your Workflow will cause a Step Completed Status
Dropdown to appear underneath all but the last Step. After you have dragged the Tickets from your Ticket
Template that you want to be part of the first step, choose which Step Completed Status you would like all
the Tickets in Step 1 to be changed to. The Tickets in Step 2 will be automatically launched when the Status
in Step 1is completed. In the Step Completed Status dropdown there will be all the default statuses of a
Ticket as well as Custom Statuses that you can create in the system. To choose as Status simply click on it in
the dropdown.

Ticket Templates [+/] Enable Workflow

These Tickets will be launched when the Ticket Template is submitted or when it is run off of a scheduled date from the
Recurrence Pattern.

Step 1
Set Up Workstation

Step Completed Status : [Resplved hd

Step 2 &
Phone

Computer

Step Completed Status : [Resolved |-

Step 3 LX)

Software Setup

Next drag over all the Tickets that you would like to have launched in Step 2. Continue to add as many Steps
to your Workflow pattern as needed. The Tickets can be dragged back and forth from the right-hand and
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left-hand sides of the screen. You can multi-select how many Tickets you can drag at a time by using the Shift
and Control Keys on your keyboard. When you are done creating your workflow for the Tickets in your Ticket
Template, click the Save Changes button at the bottom of the page.

An example of a workflow pattern can be that of a New Hire. The first step in the New Hire process, Setup
Workstation, can be launched in the first Step. When that Ticket’s Status is changed to Resolved it will launch
the Setup Software Ticket in Step 2. When the Setup Software Ticket is changed to Resolved it will launch the
Train on Policies Ticket. When the Train on Policies Ticket is changed to Resolved it will launch the last Step,
which is Manager Approval. You could also have the Setup Software Ticket and the Train on Policies Ticket
launched at the same time in Step 2. This is the power and capability of Workflow.

You can edit the Workflow of any Ticket Template by clicking on the Workflow Tab and editing which Tickets
are launched in which steps. You can alsoadd or delete steps from the process. Once you have finished
making your edits, click the Save Changes button. If you don't want to save any of your changes, simply
navigate away from the page.

Once you have created, or edited, your Ticket Template and added any desired Recurrence Pattern and
Workflow, save the whole Ticket Template in the Ticket Template Detail Page by clicking on Save Changes
in the Ticket Template Detail Page header.

Launching a Ticket Template

Ticket Templates will be automatically launched from the application if they have a Recurrence Pattern
created saved. However, Ticket Templates can also be manually launched in two ways. The first way to
manually launch a Ticket Template is to click the Ticket Template button on the top, left-hand side of the
My Ticket Screen. Clicking on the arrow on the Ticket Template button will reveal all the groups that
Ticket Templates created for them. If you hover over a Group in the dropdown, it will reveal the Ticket
Templates that have been created for that Group. Clicking on the Ticket Template you desire to launch will
pull up that Ticket Template in the Ticket Template Launch Page. The second way to manually launch a
Ticket Template is to click on the Ticket Template Icon in the Fisheye header. Clicking this icon will pull

up the Ticket Template Management Page which will list all the Groups in the system and all their Ticket
Templates. For each Ticket Template, under Action, there is a Launch Icon. When clicked, the icon will open
that Ticket Template in the Ticket Template Launch Page. When Managers navigate to the Ticket Template
Management Page through the Ticket Template Icon in the Fisheye header, they will be able add, edit,
copy, and delete Ticket Templates as well as launch them. Technicians will only be able to launch Ticket
Templates form this page. End User will only be able to see and launch Ticket Templates that have been
marked Public.

Once the Ticket Template has been opened in the Ticket Template Launch Page, the head Ticket in the
Template will be opened on the right-hand side of the screen with the Tree-Diagram on the left-hand side of
the screen. If the contact information was blank on the Template, it will auto-populate with the information
of the person logged in. Technicians and Managers can change this information; however, Users cannot.
This page is where you can navigate through the Tickets in the Ticket Template and make any changes to the
Template that are desired, including adding comments, new contacts, or tying assets. (Note that you will not
have access to Recurrence Tab or the Workflow Tab in the Ticket Template Launch Page.) Be sure to save
all the changes to each Ticket before you navigate to another Ticket in the Template. In the head Ticket of the
Template you will see an Apply to all Icon next to the Contact field.
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This allows you to apply the change in the Contact name to all the Tickets in the Ticket Template. To do this,
change the head Ticket Template’s Contact and click the Apply to all Icon. When you are done making
changes to the Ticket Template, click the Launch Icon in the top left-hand corner of the screen. Clicking

on the Launch Icon will launch the Ticket Template and give you a visible confirmation that the Template
was launched sucessfully. Note that the launch will only be successful as long as all of the fields that are
required to submit a Ticket are filled out in every Ticket of the Template. If you decide not to launch the
Ticket Template, click on the Abort Icon. Clicking on the Abort Icon will pull up a Confirmation box asking
you if you really want to abort the launch. If you want to abort the launch click the Ok button, and you will
be taken back to the Ticket Template Management Page. If you don’t want to abort the launch click the
Cancel button. It is important to note that all Tickets in the Ticket Template Launch Page will become
rogue Tickets if they are not launched or aborted from the Ticket Template Launch Page. These rogue
Tickets will only take up space in your Database. They will not affect any reporting or show up in the system.

Ticket Template Icons

If a Ticket is part of a Ticket Template, a Ticket Template Icon will appear on the left-hand side of each Ticket
Row in the My Ticket Screen and Results Section of the Ticket Search. If you hover over this icon, a tool
tip will appear stating that this Ticket Has Ticket Template. If a Ticket is a Parent Ticket, a Form Down Icon
appears, with a tool tip indicating this Ticket Has Sub-Tickets. If a Ticket is a Child Ticket, a Form Up Icon
appears, with a tool tip indicating this Ticket Has a Parent Ticket.
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Slipport Services

Logging a Ticket

Continuing in our commitment to provide you with the support tools you need most, we will now review
the best way for you to contact our Customer Support Team. Technicians can be contacted by logging a

support ticket at the following location:

http://support.grouplink.net

You should now see the GroupLink Customer Support login screen. In order to log a support ticket, you will

need to create a user account. At the top right of the screen you should see the New user? Register Here

link. If the New User link does not appear because your organization uses LDAP integration, use the credentials

provided by your System Administrator.

Login Id

Note: If LDAP is disabled, the New
User? Register Here and Forgot Password
Password links are displayed.

Language

Search
knowledgebase

everything
@‘Pﬁ.rHeIpDesk
| |
| |

|English (United States) v|

Forgot your New user? Register

password? Hare
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To register for a user account, enter the following information and click Register.

New User Registration
g everything
ég':t HE|pDESk

First Name ‘ ‘

Last Name | |

Email | |

Login Id | |

Password | |

Re-Type | |

Password

Once you have created a User Account you will be able to login at the main support page. (Your username is
the login ID that you registered the account to.) Once you log in, you will see a support ticket screen like the

following:
My Tickets | -

Owned by me \%L || My Closed Tickets [ \*

Priority Ticket # Location 1

Yy @& 134 Farker High Schoal

- 158 Parker High School |

. 159 Parker High School |

- 150 Parker High School |

. 181 Parker High School |
L o - 188 Parker High School
L - 133 Parker High Schoal
v - 164 Parker High School
- 162 Rarker High School

: Parker High School

Yy @ 185 Farker High Schoal




This screen will show all the tickets you have submitted. You are able to create new tickets, search the knowl-
edgebase and update and modify existing tickets from this screen. Click New Ticket to open the Create New
Ticket screen. New Ticket '

= Group

Motify [] Technician[ | User

Informatien Technalogy | -

Create New Ticket screen ;
Submitted by

SYSTEM ADMIN
I Save Changes

X ~ Contact Information
Select a Location, Group,

Categoryand a Category Op- * Contact ADMIN, SYSTEM (admin} | = | i Email {Mone)
tion from the drop-down list. = " i i i
Note that if there is only one Location Administration Building -
option, it will appear auto- it s
matica”y' * Category - * Priority Lowe
* Category Option - * Status Asgigned Mot Wpdated

Enter a subject (required

* Assignment

Est. Compl. Date

field) and add comments
in the note field about the
problem or question you

Acsot Q

~ Description

have. You can attach a file  *subject
to the entire ticket or to an
individual note (note attach-  ut
ments). Click Save Changes  wnt=
to submit the ticket.

v pttachments

Browsa...

~ History Comments

No comments

A ticket can only be submitted after selecting an option from the drop-down lists.

All tickets are responded to within 24 hours. Each time your ticket is updated, you will receive an email in-
forming you of its progress.

To view or edit your ticket, you must first log in to the HelpDesk system. Once you have logged in, you will
see the above My Tickets screen page with tabs for all of your tickets.

The Owned by me tab shows your existing ticket(s). To view and modify a ticket, click on the ticket you wish
to edit. You can also add files and update your ticket from here.

« After submitting the ticket, you will receive an email notification similar to the following:
From: <support@grouplink.net>

Sent: Tuesday, May 1, 2007 4:05 PM

To: useremail@msn.com

Subject: Ticket #4778: Assigned to Haley Sampson

Your ticket for: Help Desk: hd Other has been assigned to Joe Johnson for processing.

View your ticket (This will be a clickable link in the application.)

You can view your ticket by clicking on the View your ticket link. You will then be prompted to log in to the
HelpDesk system.
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«  Your everything HelpDesk ticket correspondence will be entirely through email so be sure to add sup-
port@grouplink.net to your safe email list. Whenever your ticket is updated by a technician, the status
or priority is changed, an attachment added, or an appointment scheduled, an email notification will be
sent informing you of the change and allowing you to respond or update your ticket. The email will be
similar to the following:

From: <support@grouplink.net>

Sent: Thursday, May 3, 2007 8:19 AM

To: useremail@msn.com

Subject: Ticket #4778: Update to Your Help Desk Ticket - Please respond through HelpDesk system

Body: Your hd Other ticket has been modified.

Status changed from Assigned - Not Updated to Awaiting Response.

Comments:

| would like to set up a time for me to call you later today so we can discuss this issue further. We may have to
remote in to figure out what'’s going on. Let me know what time works best for you and | will call you then.
Joe Johnson

GroupLink Customer Support

View your ticket (This will be a clickable link in the application.)

«  After the ticket status has been changed to completed by the assigned technician, you will receive an
email similar to the following:

From: <support@grouplink.net>

Sent: Friday, May 18,2007 3:19 PM

To: superwoman_200@msn.com

Subject: Ticket #4778: Update to Your Help Desk Ticket - Please respond through HelpDesk system
Body: Your hd Other ticket has been modified.

Status changed from Awaiting Response to Completed.

Comments:

The status of this ticket has been changed to closed. If you're still experiencing problems or you have any
more questions regarding this ticket, please issue a new HelpDesk ticket or contact GroupLink Customer
Support. Thank you for using the GroupLink Support System.

Kyle Charlesworth

GroupLink Customer Support

View your ticket (This will be a clickable link in the application.)
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Knowledgebase

The knowledgebase is a source for technicians as well as end users to search for information about problems
they may be experiencing. Knowledgebase articles give users and technicians more specific information, en-
abling them to solve problems quickly and easily. Knowledgebase articles can be written by technicians and
managers. They can be viewed by technicians, managers and end users. Articles can also be written specifi-
cally just for end users or just for technicians or both. Articles are written specific to a group and can also be
public or private so only technicians can see them. Managers, Technicians and the Administrator have access
to manage the knowledgebase.

To search the knowledgebase, go to the login page for HelpDesk (http://support.grouplink.net/grouplink/
helpdesk). Search the GroupLink knowledgebase to find answers to your most commonly asked questions.

Login to HelpDesk using your login Id and password. If you're a new user, create a new account by clicking
on New user? Register Here. After logging in, click on Knowledgebase tab at the top of the page.

Select a Group from the drop-down list to search in. End users can search on all groups, and technicians can
only search on groups they are a part of. Enter search criteria and select if you want to search in the subject,

body, or subject and body. The search field is fully text searchable, so you can just type in a keyword or key-

words to search on. A list of search results will display below. The counter shows how many times this article
has been viewed. View the article by clicking on it.

Group | Al % | Search in | Subjsct “| | Search article
Printer Jam Viewed: 20 Grou
Artide £3

Short description: Printer is Jammed and Light is Flashing..

Paychecks, Pay Period, and Direct Deposit Viewed: 15
Article =7

Short descripbon: YWhat s the pay cyde? How and whan do 1 get paid?.

How to Use the Time Clock Viewed: 15
Article £12

Short description: If you're having issues using the time dock, first by the steps below..,.

Managers and technicians have the ability to view, edit, and email articles, create new articles, and make
the article private or public, to reset the counter, or to remove the article. End users can view the article and
email it to others.

Edit article | New article | Make private | Reset view counter | Remowve this article
Email §¥hels Page (%] To:
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To manage the Knowledgebase, login as a
manager and click Settings - Knowledgebase
article. You can view, edit and remove
knowledgebase articles from here. Click New
Article to create a new knowledgebase article.
Check the box if you want this article to be
private (for technicians only). Choose a group
for this article. Enter a subject, a short descrip-
tion and a resolution or body for the article.
Attach files if needed, then click Save & View
to save the article and view it.

Knowledgebase article

Group

[Human Resources ~v|[] private

Subject

Short description

CO|tBRE|BI US| E:

(1]
i
i
I
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IPhone/Android App

Download GroupLink’s Everything Helpdesk App from the App store.

Once the App is installed, you will need to enter your helpdesk URL under settings.

In order for the App to work, you must add /api/ to the end of your URL. Example below:
http://demo.grouplink.net/demo2/api/

Logging In

To log in to the iPhone eHD application, simply open a web browser and point it to the eHD IP address.

Enter the username and password information exactly as you would on your computer and touch Login. You
will be taken directly to the eHD iPhone/Android version of the My Tickets screen where all tabs you have
created will be listed. To view the Tickets for a particular tab, simply touch the desired tab. To access the My
Tickets screen from any other page, press the home icon in the top left corner.
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-ull CARRIER T 10:00 AM =

.My Tickets

| Facilities >
Owned By Me >
IT >
HR >

Sorting Tickets
At the very top you can choose to sort the tickets by

+ Priority

- Id

« Contact

« Created Date
- Modified Date
« Location

Accessing Tickets
To view an individual Ticket, simply touch the ticket you would like to view. The ticket will be pulled up and
can be viewed by scrolling through the different sections.

ff ownedByme Sign out

Ticket#: 78

Submitted by - Wonder Woman

Created . Jun 9, 2010 11:53 AM

Modified © Jun 16, 2010 9:36 AM

« The top section lists the Ticket #, who submitted the ticket, the created date and when it was last modi-
fied.

« The Contact Information section lists the name and contact information for the user who is the contact
for the ticket. Directly from this section, you have the ability to send an email to or call the contact for
the ticket.

. The Ticket Info section lists, in order,
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- Priority

- Status

- Est. Compl. Date

- Location

- Group

- Category

- Category Option

- Assignment

- Subject: To scroll through an entire Subject, touch the Subject to enter edit mode, touch and hold
in the text box until the magnifying bubble appears and move your finger slowly to the right or
left.

- Note: To scroll through an entire Note, use two fingers and drag the note upward to view the lower
end.

Below this information is the Save Changes button. When you have made any desired changes to the ticket,
press this button and the changes will be saved.

The History Comments button is at the bottom of the page. To view the History Comments, press the button
and you will be directed to a separate page for the History Comments. From this page, press the Add com-
ment button to pull up a list of the following History Comment template options:

« Add comment: This option will pull up a new blank History Comment which you can fill out, choose to
notify the Technician and/or user, and save.

+ Received a phone call: This will automatically fill the Subject line with the Date and Time and show
that a phone call was received about the Ticket.

+ Placed a phone call: When a phone call is placed about the Ticket, this option will automatically fill the
Subject of the History Comment with the date and time the phone call was placed.

« Schedule an appointment: This selection will open an appointment for the contact of the ticket.

- Add people in your organization to the appointment as well as CC or BC anyone in the organiza
tion.

- Enter the Place where the appointment will be held.

- Select a Start Date from the scrolling calendar that pulls up with this option.

- Select the Start Time for the appointment.

- Select the Duration for however long you need the appointment to last.

- Mark the calendars of the people involved with the appointment as Free, Tentative, Busy, or Out of
Office.

- Add a Subject and/or Note as desired.

- You can choose whether or not to notify the Technician and/or User of the Ticket.

When you have filled out the information, press the Save Changes button to post the appointment.

+ Schedule a task: This screen is similar to the screen of the Schedule an Appointment option. Fill out the
fields in the screen and push the Save Changes button at the bottom to post the task.

+ Cancel: Selecting the Cancel button will cancel the Add History Comment action.
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Create a New Ticket

To create a new Ticket using the iPhone press the Create New Ticket icon jﬁ next to the home icon in the
top left corner of the screen. The new Ticket will display on the screen with the following information:

« Ticket #: It will be listed as New Ticket.

« Submitted by: The information here will belong to the logged in user.

« Created: This will list the created date.

- Modified: Because this is a new ticket, the Modified date will be the same as the Created date.

- Contact Information: The Contact Information listed in this section will belong to the logged in user.
This can be changed by touching the down arrow at the end of the row and selecting a new Contact
from the list.

- Ticket Info:

- Priority: To change the Priority of the Ticket, touch the down arrow at the end of the Priority row
and select a new Priority.

- Status: To change the Status of the Ticket, touch the down arrow at the end of the Status row and
select a new Status.

- Est. Compl. Date: This field will auto-fill with the current date. To change the date, touch the over
arrow at the end of the row and a scrolling calendar will appear. Select the desired Year, Month,
and Day and touch the Done button.

- Location: Touch the down arrow at the end of the row, select your Location from the list that ap-
pears, and touch the Done button.

- Group: Select the Group that is relevant to your Ticket and touch the Done button.

- Category: Select the Category that is relevant to your Ticket and touch the Done button.

- Category Option: Select the Category Option that is relevant to your Ticket and touch the Done
button.

- Assignment: Select the Assignment that is relevant to your Ticket and touch the Done button.

- Custom Fields: Fill in any other Custom Fields set by your organization and touch the Done but-
ton.

- Subject: Enter a Subject as you would in a Ticket on your computer and touch the Done button.

- Note: Enter a Note as you would in a Ticket on your computer and touch the Done button.

Once all of this information is filled out, touch the Save Changes button. A Save successful message will ap-
pear at the top of the screen and your new Ticket will appear under the Owned by me section of eHD both
on your iPhone/Android and your computer.

Sign Out
To sign out of the application, press the Sign Out button in the top right corner of the screen.
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i\ ppendix |

User Authentication Process

Client Login Request:

Internet Browser

1. Client logs in with usemame and password 8. Confirmed authentication;
shows appropriate role screen after login

2. Information is

passed here Application Server
f 9
TOMCAT
\ v
7. Return user roles; 3. Autorization reguest
technician 5. Request to match passed to
-administrator rales and permissions LDAR - attempt to
-Mnanager match usarmame
=Uger and password
5. Matched usermame 4. Match request
and password in the completed .
Database users table A gl LDAP (eDir/ADS)
for this user
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A ppendix 2

Installation Notes for Linux
catalina.sh file

#!/bin/sh

#
# Start/Stop Script for the CATALINA Server

# Environment Variable Perquisites
# CATALINA_HOME May point at your Catalina “build” directory.
#
CATALINA_BASE (Optional) Base directory for resolving dynamic portions
of a Catalina installation. If not present, resolves to

the same directory that CATALINA_HOME points to.

CATALINA_OPTS (Optional) Java runtime options used when the “start’,

“stop”, or “run” command is executed.
CATALINA_TMPDIR (Optional) Directory path location of temporary directory
the JVM should use (java.io.tmpdir). Defaults to

SCATALINA_BASE/temp.

JAVA_HOME  Must point at your Java Development Kit installation.

“stop”, or “run” command is executed.

JPDA_TRANSPORT (Optional) JPDA transport used when the “jpda start”

command is executed. The default is “dt_socket”.

JPDA_ADDRESS (Optional) Java runtime options used when the “jpda start”

command is executed. The default is 8000. # # JSSE_HOME  (Optional) May point at your Java Secure Sockets Extension

(JSSE) installation, whose JAR files will be added to the

system class path used to start Tomcat.

#

#

#

#

#

#

#

#

#

#

#

#

#

# JAVA_OPTS  (Optional) Java runtime options used when the “start”,
#

#

#

#

#

#

#

#

#

#

# CATALINA_PID (Optional) Path of the file which should contains the pid
# of catalina startup java process, when start (fork) is used

#

# $ld: catalina.sh,v 1.13.2.2 2004/11/17 20:06:34 yoavs Exp $

#
JAVA_HOME=/usr/java/jdk1.5.0_15

JAVA_OPTS="-Xms128m -Xmx512m -XX:PermSize=128m -XX:MaxPermSize=512m -Djava.awt.headless=true’
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\ppendix 3

How to set the JAVA HOME variables:

HelpDesk runs best on the JDK version of Java 1.5/7.0. The HelpDesk installer will not run on the JRE version
of Java. It is also compatible with Java JDK 1.6, but if you are running on 1.6, you will not be able to integrate
with GroupWise (create tasks, appointments, and busy searches from within a ticket).

Version 1.5 is the version that has been tested and will work best with HelpDesk. If you're running on Net-
ware, the 1.4 JDK version of Java is also compatible with HelpDesk. Java and Tomcat versions 1.6 have not
been tested and, therefore, we recommend using Java 1.5/7.0 and Tomcat versions 57.0. We recommend
that you run on the latest update of Java JDK 1.5/5.0 (as of 10/29/2007, it's update 13). This can be down-
loaded from the following location: http://java.sun.com/javase/downloads/index_jdk5.jsp.

The following Knowledgebase article will explain how to change the JAVA_HOME variable in Windows and
Linux environments. This will set the correct variable for your JAVA_HOME and will help prevent many Java-
related problems:

For Windows:
To check which java version tomcat is looking at, go to the tomcat manager (http://<yourservername>:8080/

manager/html), scroll to the bottom, and check the JVM version. Follow these instructions to change the
JAVA_HOME variable:

1. Right-click on My Computer and select Properties.
2. Click on the Advanced tab and then System Variables.
3. Select the JAVA_HOME variable from the list and click Edit. If you don’t see it in the list, click New.

Under variable name, type: JAVA_HOME. Under the variable value, type the location of the JDK ver-
sion of java (usually located here: C:\ProgramFiles\Java\jdk1.5.0_14). Click OK.
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Systern Properties IE| §|

|_ Syztem HESECIIB Automatic Updates Remote

Environment Variables

Edit System Variable

Wariable name: | J8a_HOME |

Wariable value: | C:\Program FilestJavaijdkl.5.0_14| |

L K JH Caniel ]

System variables

‘Watiahle Value adl
CLASSPATH CHProgram Files\Javaljrel 6.0_02Yib. .,
ComSpec CHWINDOWS\syskem32iomd. exe
FP_MO_HOST C... MO

1AMA_HOME Ci\Program Files)Javaljdkl.5.0_14
Java_OPTS OPTS="-xms512m -Xmx1024m -XxiMax.., ¥

[ mew |[ Edt || oDelste |

[ QK ][ Cancel ]

4. Next, run the tomcat5w.exe by double clicking it located in the tomcat root (C:\Program Files\Apache
Software Foundation\Tomcat 5.5\bin.
5. Click on the Java tab and then click the ellipses next to the location for the Java Virtual Machine.

6. Drill down to the jdk version of java, usually located here: C:\Program Files\Java\jdk1.5.0_12\jre\bin\
client\jvm.dll. Click OK.

o-hpache Tomeat Properties.

General i Log On i Logging Java IStartup l Shutdown i

I~ Use default

Jawa Wirtual Machine:

I Ci\Program Files) Javaljdkl.5.0_t 2\jret\binlclientijvm.dl I

Java Classpath:

| Ci\Proagram Filesitpache Software Foundationt Tamcat 5.5)biniboatstrar

Jawa Options:

-Deatalina.home=C:\Program FilesApache Software Foundation) Tor
-Dratalina.base=C:\Program Files\Apache Software Foundation) Tom
-Djava.endorsed. dirs=C:\Program Files\Apache Software Foundatior
-Djava.io.tmpdir=_C:\Program FilesApache Software Foundation) Tor

o

&

Initial memory pool: | ME

Maximurn memary pool: i MEB

Thread stack size: | KB

Ok | Cancel Apply

7. Restart tomcat.



For Linux:

1. Open the catalina.sh file located in the tomcat root (usually /usr/share/tomcat5/bin/) directory.
2. Edit the file with the location of your JAVA_HOME variable at the bottom of the commented section.
Here is an example of an edited catalina.sh file:

#lhinstsh
#
# StartrStop Script for the CATALIMA, Server

# Environment Yatiable Prequisites

# CATALIMA_HOME May point at your Cataling "build" directary.

# CATALIMA_BASE (Optional) Base directory for resalving dynamic portions

# of a Catalina installation. If not present, resalves to

# the zame directory that CATALINA_HOME points to.

# CATALIMA_OPTS (Optional) Java runtime options used when the "start”,

# "=top", or "run" command is executed.

# CATALIMA_TMPDIR (Optional) Directory path location of temporary directary

# the JWM zhould use (javaiotmpdin). Defaults to

# JCATALIMA_BASERemp.

#Jav A _HOME Must point st your Java Development Kit installstion.

¥ JANA_OPTS (Optional) Java runtime options used when the "start”,

# "stop", or "run” command is executed.

# JPDA_TRANSPORT (Optional) JPDA transport used when the "jpda start"”

# command is executed. The default is "dt_socket".

# JPDA_ADDRESS (Optional) Java runtime options used when the “jpda start” # command iz executed.
# (JSSE]) installation, whose JAR files will be added to the

# system class path usedto start Tomcat.

# CATALIMA_PID (Optional) Path of the file which should contains the pid

# of cataling startup java process, when start (fork) is used

# §ld catalna.shyw 113,22 20049147 20:06: 34 voawvs Exp §

#
JAVA HOME=/usrjavajdki.5.0_1 3|

3. Restart tomcat



a\ppendix 4

GroupLink Product
LICENSE AGREEMENT
20070919

Before proceeding with the installation of this software, you must accept the terms of the following license agreement. Indicate
your acceptance or rejection of this agreement by clicking on the appropriate button below. If you click on a button denoting or
connoting “l accept,” installation will continue. If you click on a button denoting or connoting “l reject,” installation will abort. If
you do not agree with these terms, you should not use the software and promptly return it in accordance with the terms of your
agreement, if applicable.

Grant of License

GrouplLink Corporation (“Licensor”), a Utah corporation, hereby grants to the person or organization accepting this License, and
those who lawfully install the software accepted by such person or organization, (“Licensee”) a non-exclusive, non-transferable
and non-assignable license to use this version of the computer software and associated user documentation which may accom-
pany this Agreement (all referred to herein as the “Licensed Software”) in accordance with the terms and conditions of this Agree-
ment. THIS LICENSE IS SUBJECT TO COLLECTION OF APPROPRIATE PAYMENT AND/OR REGISTRATION IN ACCORDANCE WITH YOUR
PURCHASE AGREEMENT WITH LICENSOR OR LICENSOR'S AUTHORIZED DEALER/REPRESENTATIVE.

Scope of Permitted Use

You may only use the attached software on the number of computers granted by this license in accordance with the terms of your
purchase agreement. If the number of users (or installations) of the software exceeds the licenses, you must have a reasonable
process in place to assure that the number of persons using the software does not exceed the number of licenses.

DISCLAIMER OF WARRANTY

Although Licensor has tested the software and reviewed the documentation, THE LICENSED SOFTWARE IS FURNISHED BY LICEN-
SOR AND ACCEPTED BY LICENSEE “AS IS,”WITHOUT ANY WARRANTY WHATSOEVER. WITHOUT LIMITING THE GENERALITY OF THE
FOREGOING, ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR ANY
PARTICULAR PURPOSE, ARE SPECIFICALLY EXCLUDED AND DISCLAIMED BY LICENSOR AND ITS SUPPLIERS. LICENSOR DOES NOT
WARRANT THAT THE LICENSED SOFTWARE WILL MEET LICENSEE’S REQUIREMENTS OR THAT THE OPERATION OF THE LICENSED
SOFTWARE WILL BE UNINTERRUPTED OR ERROR FREE. THE ENTIRE RISK AS TO THE QUALITY AND PERFORMANCE OF THE LI-
CENSED SOFTWARE IS WITH LICENSEE. Some states do not allow the exclusion of implied warranties or liability for incidental or
consequential damages, so the above limitation or exclusion may not apply to you. This warranty gives you specific legal rights,
and you may also have other rights that vary from state to state.

LIMITATION OF LICENSOR LIABILITY

IN NO EVENT WILL LICENSOR OR ITS SUPPLIERS BE LIABLE TO LICENSEE OR ANY OTHER PERSON FOR ANY LOST PROFITS, LOST
SAVINGS, LOST DATA, OR OTHER DIRECT, INDIRECT, SPECIAL, CONSEQUENTIAL OR INCIDENTAL DAMAGES ARISING OUT OF OR
RELATING TO THE LICENSED SOFTWARE, EVEN IF LICENSOR HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH LOSS OR DAMAGE;
PROVIDED, HOWEVER, THAT NOTHING IN THIS AGREEMENT SHALL OPERATE TO RELIEVE LICENSOR FROM LIABILITY FOR ITS OWN
WILLFUL OR WANTON RECKLESSNESS OR INTENTIONAL TORTS.

Limited Warranty

If this software is delivered on physical medium and if you discover physical defects in the media, Licensor will replace the media
or documentation at no charge to you, provided you return the item to be replaced with proof of payment to Licensor during the
90-day period after having taken delivery of the software. No Licensor dealer, representative, agent, or employee is authorized to
make any modifications or additions to this limited warranty.
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Proprietary Expression and Information

Licensor is the copyright owner of the Licensed Software, and the ideas, procedures, processes, systems, methods of operation,
and concepts which are embodied within the Licensed Software and trade secret information of Licensor. This license is not a
sale of a copy of the Licensed Software and does not render Licensee the owner of a copy of the Licensed Software. Ownership
of the Licensed Software and all components and copies thereof shall at all times remain with Licensor, regardless of who may be
deemed the owner of the tangible media in or on which the Licensed Software may be copied, encoded or otherwise fixed.

Support Services

Licensor may provide you with support services related to the Licensed Software (“Support Services”). Use of Support Services is
governed by the Licensor policies and programs described in the user manual, in “online” documentation, and/or in other Licen-
sor-provided materials. Any supplemental software code provided to you as part of the Support Services shall be considered part
of the Licensed Software and subject to the terms and conditions of this license agreement. With respect to technical information
you provide to Licensor as part of the Support Services, Licensor may use such information for its business purposes, including
for product support and development. Licensor will not utilize such technical information in a form that personally identifies you.
Licensee acknowledges it will provide, at its own expense, software, hardware and support services for its own computer infra-
structure, including, but not limited to, operating systems, networking (including Internet), emailing, database and other similar
3rd party software / systems. Licensee also acknowledges that any software support, for Licensed Software, it may contract from
Licensor does not include support for such infrastructure components.

Solicitation of Employment - - Before Payment is Made for Licensed Software

Licensee confirms genuine interest in evaluating and / or using Licensed Software, and agrees not to target, and not to suggest
that others target, employees or contractors of Licensor as possible candidates for employment or contract work - - directly or in-
directly. Furthermore, Licensee agrees not to knowingly solicit to or actually hire, retain, contract with or engage the employment
or services of any current employee or consultant of Licensor, except through Licensor, during the term of this agreement and for
a period of twelve (12) months thereafter. Furthermore, Licensee hereby agrees, covenants and warrants that it shall not, during
the term of this agreement and for a period of twelve (12) months thereafter, knowingly retain in any manner except through
Licensor, either directly or indirectly (including through a 3rd party or consulting firm), the services of any of Licensor’s current
employees or consultants.

Solicitation of Employment - - After Payment is Made for Licensed Software

Licensee agrees not to target, and not to suggest that others target, employees or contractors of Licensor as possible candidates
for employment or contract work - - directly or indirectly. Furthermore, Licensee agrees not to knowingly solicit to or actually hire,
retain, contract with or engage the employment or services of any current or former employee or consultant of Licensor, except
through Licensor, during the term of this agreement and for a period of twelve (12) months thereafter. Furthermore, Licensee
hereby agrees, covenants and warrants that it shall not, during the term of this agreement and for a period of twelve (12) months
thereafter, knowingly retain in any manner except through Licensor, either directly or indirectly (including through a 3rd party or
consulting firm), the services of any of Licensor’s current or former employees or consultants.

Restrictions Upon Duplication, Reverse Engineering and Disclosure

Any copy of the Licensed Software made by Licensee must bear the same copyright and other proprietary notices that appear on
the copy furnished to Licensee by Licensor. Licensee will not disassemble, decompile, translate or otherwise attempt to “reverse
engineer”the Licensed Software, nor shall Licensee permit any other person to do so. Licensee will make reasonable efforts

to prevent any unauthorized copying of the Licensed Software or disclosure or use of Licensor’s trade secret information, and
Licensee will advise Licensee’s employees who are permitted access to the Licensed Software of the restrictions upon duplication,
reverse engineering, disclosure and use contained in this Agreement. Licensee will be liable for any unauthorized copying, reverse
engineering and/or disclosure by Licensee’s employees or agents. Only with specific written permission (e.g., a License adden-
dum) from an officer of Licensor may any party other than Licensor produce any derivative work based on the Licensed Software.
Otherwise you may not produce any derivative work based on the Licensed Software. Licensee will not use the Licensed Software
to create for distribution a product that is generally competitive with Licensor’s products, including with any of the functionalities
of the Licensed Software. Licensee will not use the Licensed Software, or any elements thereof, on a rental or timeshare basis or
to operate a service bureau facility for the benefit of third parties. Licensee will not use the Licensed Software, or any elements
thereof, to create for distribution a product that converts the report file (RPT) format to an alternative report file format used by
any general-purpose report writing, data analysis or report delivery product that is not the property of Licensor.

Restriction upon Transfer
Licensee will not lease, rent, sell, distribute, pledge, assign, sublicense, loan or otherwise transfer to any third party any part of the
Licensed Software or any copy thereof or any of Licensee’s rights under this Agreement.
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Termination

This license and your right to use this software automatically terminates if you fail to comply with any provision of this license
agreement. This license and your right to use this software also automatically terminates if you fail to pay the applicable license
fees as stated in your purchase agreement with Licensor or Licensor’s authorized dealer/representative.

U.S. Government Restricted Rights

The Licensed Software is provided with RESTRICTED RIGHTS. Use, duplication or disclosure by the Government is subject to
restrictions as set forth in subparagraph (c)(1)(ii) in The Rights in Technical Data and Computer Software Clause at DFARS 252.227-
7013, or subparagraphs (c)(1) and (2) of the Commercial Computer Software - Restricted Rights at 48 CFR 52.227-19, as applicable.
Contractor/manufacturer is GroupLink Corporation, 563 West 500 South, Suite 400, Bountiful, Utah 84010.

Non-Waiver

The failure by either party at any time to enforce any of the provisions of this Agreement or any right or remedy available hereun-
der or at law or in equity, or to exercise any option herein provided, shall not constitute a waiver of such provision, right, remedy
or option or in any way affect the validity of this Agreement. The waiver of any default by either party shall not be deemed a
continuing waiver, but shall apply solely to the instance to which such waiver is directed.

Severability and Choice of Law

Every provision of this Agreement shall be construed, to the extent possible, so as to be valid and enforceable. If any provision of
this Agreement so construed is held by a court of competent jurisdiction to be invalid, illegal or otherwise unenforceable, such
provision shall be deemed severed from this Agreement, and all other provisions shall remain in full force and effect. This Agree-
ment shall in all respects be governed by and interpreted, construed and enforced in accordance with the laws of the United
States of America and the state of Utah. Any action between Licensor and Licensee will be venued in a state or federal court situ-
ated within the state of Utah, and Licensee irrevocably submits to the personal jurisdiction of such courts for such purpose. In the
event of litigation or arbitration, the prevailing party shall recover and be awarded all costs and expenses incurred in pursuing said
litigation or arbitration, including all reasonable attorneys'fees.

Assignment and Binding Effect

Licensor may assign, delegate and/or otherwise transfer this Agreement or its rights and obligations to any person or entity. Li-
censee may not assign, delegate or otherwise transfer this Agreement or any of Licensee’s rights or obligations hereunder with-
out the prior written consent of Licensor. This Agreement shall be binding upon and inure to the benefit of the parties and their
respective successors and permitted assigns.

Entire Agreement

This Agreement sets forth the entire agreement and understanding between Licensor and Licensee regarding the subject matter
hereof and supersedes any prior representations, advertisements, statements, proposals, negotiations, discussions, understand-
ings, or agreements regarding the same subject matter. This Agreement may not be modified or amended except by a writing
signed by the party against whom the same is sought to be enforced.
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