Vector

What’s New in HelpDesk v5.5

Headlines

V5.5 of the Vector HelpDesk is focused on increasing the effectiveness of Service
Management operations through enhanced email integration and workflow
management.

With ever more demanding Service Level Agreements increasing the pressure on resolution
times, it is critical that incoming issues are routed swiftly and if possible automatically to the
most appropriately skilled support analyst. Vector HelpDesk v5.5 accomplishes this with a
powerful new Mailbox Workflow rules engine to analyse incoming issue emails. Depending
on the interpretation of the email content, the rules system invokes defined actions such as
optimal routing for the issue, or can initiate another process.

In Vector’s experience, many dispersed organizations use multiple mail servers. In
response, HelpDesk v5.5 provides Multi-server E-mail configuration that enables the
Mailbox Workflow engine to monitor email from multiple accounts and multiple e-mail
servers. This capability is of course Web based so configuration details can be changed at
any time, from anywhere.

Following the automatic generation of a new issue from an incoming new issue email, all
email traffic generated in the course of submission, investigation and resolution of an issue
is automatically linked into an easy-to-view Issue History.

These histories support Issue text search, facilitating finding related issues. Average issue
resolution times can be greatly reduced if analysts can exploit previous issue resolutions.

Support operations gain a further boost in efficiency from the new on-line Self-service
Issue View, which end users can use to both post issues to the help desk and review the
status of their issues at any time without using analyst time. This view can also be used by
the end user to add further information for the analyst - reflecting the reality that
frequently the end user realizes there is more information for the analyst, at some time
after posting the issue.

As an alternative to connecting to a Web site, users can request an Emailed Status Report
at any time, simply by clicking a ‘mailto’ link that is sent out with the initial response to the
receipt of the issue. Self service has to be simple and practical!

To streamline operations where the user population can change frequently, HelpDesk v5.5

can.now be configured to add users as new Contacts automatically on receiving a new
issue email.
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Edit Rule

Rule Name: |Send Status Report

¥ subject Contains |Get Status Report |

[T <Field> 1s Equal To |

[T =<Field> Is Equal To |

|
|
[T <Field> Is Equal To | |
|

[T =Field> Is Equal To |

™ Has Attachments

¥ E-mail contains number identifier (ID: #) of existing issue in Subject field

- Integrate e-mail with HelpDesk:
i Create New Issue using these values
 sendto Queue
 Link to Issue

¥ send an e-mail to <Reply To Sender =

™ send an e-mail to <Mone>

[ Run program

Once an e-mail matches a Rule's conditions, that Rule's actions are executed.

Rules.

Afterwards, the next e-mail in the list is considered - without evaluating the remaining

oKk |

[ Cancel ]

Mailbox Workflow

Define rules for automatically creating
issues and assigning them to the
proper teams.

Create rules for linking e-mails to
issues, for sending automatic e-mail
responses and to automatically modify
the priority or progress of issues from
incoming e-mails.

Configure your system to automatically
handle an issue with highest priority if
it was sent from a VIP sender.

Create rules for ignoring specific e-
mails or SPAM messages so they are
not converted to issues neither added
to the general queue.

Control your e-mail pipeline with due
dates automatically set according to
your schedules for each department.

Multi-server Web based E-mail configuration
Web based interface for managing incoming e-mails from different accounts and different e-
mail servers. Integrate with one or several e-mail servers regardless of their location.

Edit E-mail Integration Account Remotely
Incoming E-mail Server (POP) Confl g ure
HelpDesk can be configured to watch specific E-mail addresses and automatically create issues from the e-mails sent to it Enter the details for an our ma II
address you want HelpDesk to watch. y u
Account Information Settl ngS and
E-mail Address:_ |supp0rl@bcs_0rg | manage
Server Information Logon Information ru |es an d
Hostname: _ |mai|.bcs.0rg Logon:_ |Supp0rtUser | .

actions from
Port:_ Password: | ssenssese |
anywhere.
Mail Handling
Mail-handling rules determine how messages sent to this account are converted to issues. The rules are processed in order, If all the conditions of the rule are met,
the actions of the rule are executed, and no more rules are evaluated. If all conditions are not met, the next rule is evaluated.
Rule Name Action Type Add...
Send Status Report None -
Link to Issue Link m
Create new Issug Create
Add E-mail to Queue Queue Disable
a
Issue Completion
Issue-completion rules determine the values that will be given to each field in an issue. Click Edit Mapping to spedify the issue fields that can be copied from the e-
mail. Click Edit Defaults to specify default values for non-mapped fields.
Edit Mapping... Edit Defaults...
[¥ Enable this integration. [ oK ] [ Cancel ]
. .
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Issue History: View and manage e-mail conversation in the issue
Automatically attach all incoming and outgoing e-mail conversation to the related issue.
Ensure e-mail responses back from users are part of the existing issue or ticket.
Automatically or

manually create
From Subject Date /Time - |[refresh | || call tickets from
= LpaaCelaen’ Problem with Word 1402/2007 s:58:25 P [ new e-mails that
o: "Technical Support™ <support@bmout.com i i
I Suppart” <support@bmout.com:> Reply.. arrive into
My Wo'rd shows an error message every time I try to open it. It says something like "This application must be installed mal I bOXGS .
o
If:;rdz cS?:::?:‘lordinator Delete E I | m | na te th e
=Y TEE;;‘E?E;DW;" . RE: Problem with Word 14/02/2007 10:22:44PM () ?;2 E ! 2; fl I;if’;: ;I ent
<support@bmout,com Link to Issue...

Create ksue back and forth
between
applications to

Collapse Al check information

about the issue
\,J, \..D, Page 1of 1 (2 matches) \.), \‘), a nd the
correspondence.
[ ok | [awe || Remove the need
to look for other

people’s e-mail in
order to follow up the issue. Regardless of who within your organization sends the e-mail
linked to HelpDesk, you can access it from anywhere through the Web.
Reassign issues without concern knowing that the new person will have easy access to all
the history and communication.

Search issues based on e-mail content
Increase productivity exponentially by unlocking the knowledge held in other issues, using
text search of issues or tickets based on text that was included in related e-mails.

= ol ; e 5 o —
vecto I |2 N A & 2 4% 5 0

h e I p d es k Software Hardware Reports History E-mal Conversation Queue Contacts Password Defaults Options  Help Log Off

Query:l E] 0 Sort:lEsca\ation Level (Asc) j LayoutrlAssigned 'l A

Retain Query:lNo j Field:lE-maiI - Body j Test:lContainsj Value:lWord 0 _".'_j

Issue T2 Priority Assigned Date Time Owner Problem Area Summary w

;f? 14 High 15/02f2007 1:26:24PM  Jean Developer System - Email Problem with Word

Overview Description Resolution Detail Contact Inventory SLA child Issues uJ, ~J, Page 1of 1 (1 matches) \), \4), R\¥
-
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Activity Log

The Activity Log provides all the information about the actions taken to solve the issue in a
comprehensive and simple way, automatically keeping track of all the e-mail
communication.

Readily available and conveniently displayed in an integrated timeline, the Activity Log
increases efficiency and reduces the time spent in solving incidents and problems.

The Activity Log eliminates the highly inefficient task of going back and forth between
applications to check information about the issue and the correspondence with the
customer or end user (contact).

With Vector HelpDesk, you have complete and simple access to all the information about
the issue, the contact and the correspondence in chronological order, regardless of
whether it was exchanged with you or with other employees.

Overview Description Resolution Detail Contact Inventory SLA Child Issues @) QD) Page 1 of 1 (2 matches) () () &%
Activity Log: ) -l

~& "Support Staff" <support@mycompany.com> 4/2/2007 2:27 PM

Subject: RE: Outlook startup error {Issue ID: 12)
To: "Catherine Langley” <clangley@company .com

Mrs. Langley,

You must contact the administrator, and ask that the permissions necessary for this action be granted to you.
{view e-mail}

=] jsmith (New) 4/2/2007 11142 AM

This seems to be due to permissions, will advise the client that she must contact the system administratar.

_) “Catherine Langley" <clangley@company.com> 44272007 11:29 AM

Subject: Outlook startup error (Issue ID: 12)
To: "Support Staff" <suppart@mycompany.com >
Hella,
After installing installing Microsoft Office 2000 on Window NT, I get this error message when I first tried to start =
Qutlook:
"Cannot start Microsoft Qutlook. Outlook could not be configured, because...
{view e-mail}
Ty
Issue: = Rezdy, Click New 1o reste 2 new issue, > il New l, .] Save |[ ) Copy Cancel =, Print
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E-mail Templates

Provide better, faster communication to boost
customer service.

Reduce repetition and human error in the e-mail
management and response process. Spend less
time writing e-mails and more time solving
issues.

Use e-mail templates to keep standards, style
and quality of your e-mails.

You can set standard responses and canned text
for rapid responses to common questions as well
as personalize the e-mail templates by using
macros.

Self-service View for users

Templates

Macros

Current Issue (Plain)

How ko Change the Password in wWindow
E-mail Server Maintenance (Plain)

Using the Z: Drive (Plain)

Apply

Add

Edit

Delete

Apply the selected template.

Add a new template.
Edit the selected template.

Delete the selected template,

G

Provide your customers or end users the power to submit new issues, check the status of

pending issues and append new information.

wim

vector

D] S g R EE

0B

=]

|

=]

¥

h e | p d es k Software Hardware Reports History E-mail Conversation Queue Contacts Password Defaults Options Help Switch  Log Off
Query:|All Issues E] 0 Sort:|Escalation Level (Asc) = Layout:| Assigned 'I 2
searchtor | =
Issue Tg Priority Assigned Date Time Owner Problem Area Summary A
J11 Medium 16.03.2008 3:47:12PM  Help Desk Analyst System - Email Unable to receieve email
“3 10 High 16.03.2008 3146:13PM  H System - Email When [ open outiook it reports "Exchange Server Unreachable”
] g Highest 16.03.2006 3:30:56PM  Help Desk Analyst HiW - Memory A memory module in email server 1 (xchg.companyname.com) has failed and has
- a o o " ! . ! caused the system to be unresponsive,
s Highest 12,12.2005 10:50:58 AM Help Desk Analyst System - Other Cannot log on to system,
7 Lowest 12,12,2005 9:00:50 AM  Help Desk Analyst System - Printing Printing gives an “Access violation” (Dr. Watson) error message
Overview Description Resolution Detall Contact Inventory SLA chid Issues uJ, ", Page 1 of 1 (14 matches) \), Q &
Contact: Employee E] Source: IWeb j
Owner: Help Desk Analyst E] Assigned Work Team: =l
Progress: I New j State: Open
Priority: I High j Severity: I High j
Service Type: IE-mal\ j Problem Area: ISyatEm _ Email j
Computer Name: [SOMEFCT |  Froblem Area - Other: ‘
BT |When | open outlook it reports "Exchange Server Unreachable” ‘
n
Issue: = Ready, Click New to creste 2 new issus. + o New IJ. .] Save ||| Copy > Cancel (= Print
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Do all this from
the Web, 24
hours a day, 7
days a week,
allowing you to
save on
expensive
support calls.

Combine Self-
service with
Knowledgebase
Views for the
most efficient
Service Desk.
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User-Requested Status Report by E-mail

Built-in auto-reply e-mail

allows Users or Contacts
to quickly check the
status of their issues in a
simple way and without
the assistance of support
personnel.

Customize the content of
the status reports with
the powerful e-mail
editor and macros.

Customize the e-mail that should be sent: for this action,

To: [kreply To Sender

Ce: |

From:

Subject:

Atkachments: |

&8

&8
|<Integrati0n E-mail> |‘B
|Y0ur Status Reportfor lssue ID: <dssus Number> |

0

¢ Fort - | Size

/A Source

-l

Frogress: <MgField:nSubstatelD=
Priarity: =MgField:nPrioritylD=

Prablem Area: <MoField:Problem$Areas
Cwner: =mMgField:nUserlD=

Description:

=MgField:mDetailedDescription=

™ Send e-mail ta each recipient individualky

[ save to Conversation/Queus

¥ HTML in Bady

Macros

Available Macros

Click on a macro below to add
It ta the e-mail,

.

P <iContact =

.

P <Owner =

.

P <Previous Cwner >

;“}' <Reply To Sender =
2

I <Submitter>

;“ﬁ’ <Wark Team Members:

Automatically create new Contacts from the e-mail

If your HelpDesk or Service Desk allows users to submit issues without previous registration
in the system or in an Active Directory, you can take advantage of the automatic creation of
contacts from e-mails. Automatically or manually create call tickets from new emails that

arrive into the POP3 mailbox.

Switch Web views

Each release of HelpDesk includes usability enhancements in addition to new features. In
v5.5, users can switch Web views without having to log off and log on again.

2 & B o

Password Defaults Options  Help

:ut:lAssigned vI
|

Go ]

=

Switch  Log Off

-

Advanced >
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