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Introduction

This section will introduce you to the features of HEL P!Desk for Windows. It
briefly describes the program functions and relates them to actual support center
activity. Each component of the system isdescribed in detail in later sections.
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Introduction

HEL P!'Desk for Windows is designed to make customer service and technical support as
efficient aspossible. It enablesa support analyst to profile clients and to streamline the
support process. It also permitshistory of prior service, inventory, training, and other
useful information to be displayed while working with a caller. The main features of the
system ar e described below.

Call Logging
All callsto the help desk may berecorded for future reference and follow-up.
eniancen  E8CH call may be linked directly to a client or it may be entered without
association to a particular client or company. When a call istaken, an analyst may
enter the call and then link it to a client, or the client may be located first which
allowsthe call to automatically linked. Callsareautomatically timed to assist with
billing and reporting.

Each call may contain an unlimited number of activitiesto track the stepstaken to
NEW ; o L
V closeacall. If multiple technicianswork on the problem, the activities feature
enables you to accurately track each technician’stimeto respond to the call
assignment and the total time spent on resolving the issue.

N ‘a% Each call may bereferred to departmentsor groupsoutside the Help Desk area.
This enables Customer Service, Training, Quality Assurance and other
departmental personnel to become awar e of customer issues they need to
address.

Complete client histories and inventories may be viewed by the analyst while call
information isbeing entered. Call categories, priorities and other classification
information isadded after the problem description isentered.

Client Profiles
N\ 7% Client profilesmay be maintained for all customers. Location and accounting
5 information areincluded with support contract data. Thisinformation can be
retrieved beforeor after entering call information. The note feature allows
analysts to communicate with one another and shar e pertinent infor mation about
satisfying particular customers. New to this section isthe ability to track an

unlimited number of telephone numbers and e-mail addr esses.

Problem-Solving Knowledge Base

Past calls may be sear ched by key wordsto help deter mine solutions to current
problems. Thismeans everything learned by solving one client's problems can be
shared with all other analysts. Utilizing thisfeature makesit easier to bring new
staff onboard and give them an infor mation resour ce and additional confidencein
their answers. Thismodule also includes an integrated graphicsfile viewer which
allows you to pop-up any technical diagrams, scanned images and captured
screensthat you have on file.

ENHANCED
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Inventory
Both hardwar e and softwar e inventories are maintained by configuration for each Client.

Ny Equipment and softwar e recor ds may be accessed at any time during a support call. Warranty and
service contract expiration dates are also tracked and reported. House inventory allowsyou to
track all spare systemsand partsand assign componentsto clients quickly. For convenience,
inventory selection tables ar e generated during the normal data entry process. These tablesallow
multiple entries of itemsto be entered accurately. Inventory information may also be imported

directly from Tally Systems NetCensus.

Notifications and Ticklers

Thetabledriven notification and tickler featuresallow an analyst to set automatic reminders.
Notifications can be sent to other departmentsor groupsto alert them to special situations. With

NEW these featurestraining issues calls can be brought to the attention of the training department, the
Quality Assurance group will be made awar e of quality concer ns, and maintenance may betold
about an office equipment problems. Ticklerscan also be set to remind you of callsthat need to be
followed-up on, or notify you when you have a new call waiting.

Onebutton selection capability permitsan analyst to review multiple training schedules and to
send referral messagesto appropriate groups. Notificationsto other departmentsor groups
disseminates information from the help desk to the affected areasrapidly.

Bulletin Board

NEW Bulletins are optionally displayed on theinitial screen. They provide a timely means of
communicating within the department. HEL P!Desk offersthe capability of storing multiple
bulletins and even allows some to be modified by all analysts. The bulletin then becomesareal time
forum for the discussion of ideas and techniques at the support center.

Vendor / Dealer

The system maintains a vender list that can be used to make vendor / dealer recommendationsto a
caller, aswell astrack all purchasesfrom a dealer.

Customer Satisfaction Survey Reporting

NEW Organizationsthat perform surveysor evaluate call performance can store responses and gener ate
V3 reportsto identify good service techniques and to identify areasin need of improvement. Survey
results enable analyststo adjust their techniquesto satisfy a wide range of customers.

Reporting

envancen A wide range of pre-defined reportsand the ability to customize reports provides an effective means
to measure progress and performance. All reports can be displayed on the screen or directed to a
printer. Reportscover all call activities, surveys, inventory, solutions, profiles, etc.
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Security

eniancen Accessto all major functions of HEL P!Desk can be controlled through security. System accessis
limited to those that have been given authorization through passwords. Multiple permission levels
make it possibleto limit the availability of information to everyone using the system. Field level
editing may also be controlled ranging from required field editsto no validation at all. Thisfeature
also makesit possible to control the process of updating tables " on the fly."

Help

System help isavailable at any time. Help isgeared towards explaining particular featuresin the
context of efficient operation of the support center.

Customized Field Labels and Buttons

Field labels may be modified to facilitate recording and maintaining information that is specific to
your organization. This capability also makesit possibleto display screensin different languages.
Groupsthat provide support for activities and productsthat are not specifically computer related
can tailor descriptionsto reflect their product lines and services. You may choose to allow each
HEL P!Desk user to customize hisor her own field labels, which can be useful to organizations
providing international or multilingual support.

ENHANCED

Network Messaging on Novell

ENHANCED  On Novell networks, you can automatically inform technicians when a call has been assigned to
them. Using a hot-key, messages can be sent to anyone on the system. Conferencing option allows
groups of peopleto communicate effectively.

Pop-Up Calendar
NEW

V3 Any datefield can befilled by selecting a day from the pop-up calendar.
Network Support

HELP!Desk isa multiuser application supporting “intelligent” record locking. Thereareno
limitations on the number of simultaneous user s accessing the system.
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System Requirements

HELP!Desk isintended for use on local area networks, but may be installed on a single-user
computer if desired.

Minimum Requirements
IBM Compatible Computer Pentium-133
Monitor SVGA
Operating System Win95/98/NT/2000/XP
Mouse Yes
Memory 128MB
Local Area Network NetWare / NT
(required for multiuser access)
Disk Space 50MB workstation
75MB server
Internet Access Recommended (required to
download product updates)

Starting HELP!Desk for Windows

Click Start, Programs, HEL P! Desk for Windows, then click HEL P! Desk.

Y ou will be prompted to enter alog-in name and password. The System Administrator should have created a
log-in name and password for you. If so, enter that information.

HELP!Desk ships with a default log-in name of HD, with a password that is also HD.

Introduction HELP!Desk for Windows



Basic Notes and Definitions
Terminology

User refersto the person (normally atechnician) who uses the HEL P! Desk software.

A Client isa person being supported by the help desk, whether an external customer or an internal
employee.

The HEL P'Desk Administrator or Supervisor isthe person responsible for the installation and set-
up of HELP!Desk. Specificaly included in the Administrator's tasks is the assignment of security
levelsto each user.

Thetermslinked and unlinked refer to calls, hardware and software and the relationship they have
toaclient record. Linked items“belong” to aparticular client. I1temsin house inventory by
definition do not belong to any single individual, and thus are unlinked. A house inventory item
becomes linked when it is assigned to aclient.

All dataisretrieved into aretrieval set. A retrieva set isagroup of database records that meet a
certain selection criteria. For example, if you search for clients whose last names begin with “BA”,
then the records that meet that criteriaform aretrieval set. Operations like Next and Previous work
only on the records in the current retrieval set.

General

Menu selections can be made by either pressing the first character of the option you desire or by
pressing the arrow keys until the option you want is highlighted and then pressing Enter. You can
also choose an option by highlighting it with the mouse cursor and clicking the left button. The
underlined character in amenu option isindicative of that option’s accelerator key.

The symbol "<" in amenu indicates that another menu will be displayed if this option is selected.

The Escape key will cancel any function in progress. Pressing Escape will yield the same result as
selecting Exit or Cancel.

During data entry, Tab will take you to the next field or button. Shift-Tab moves you to the
previousfield or button. The Left and Right arrow keys, Insert, Delete and BackSpace can be used
to edit the current field. The Up and Down Arrow keyswill scroll through table selections if the
field has adrop down list box (indicated by E ).

To search for solutions, press Ctrl-T or click the Solutions button on the tool bar.

Y ou can save typing during data entry by clicking the drop down symbol ( E ) to select from a

list. You can moveto the first item beginning with a specific letter by typing the letter. Y ou can use
the mouse or Up and Down arrows to move through the list. To choose an item, either highlight it
and press Enter or click on it with the left mouse button.

Security settings control whether the user’ s entry must exist in Technician: IGRANT |£I
thelist or if the user can type something else and optionally add
it to thelist.
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For date fields, you can click the calendar button to pop up the calendar, then double-click on a
datetofill inthefield. Right-click or press <Escape> to close the
calendar window without selecting a date. Calendar |

When: |03/16/2000 : { March2000
SuMoTu We Th Fr Sa

1 2 3 4
5 6 7 8 9 10 1
12 13 14 15 [16 17 18
19 20 21 22 23 24 25
26 27 28 29 30 3

Memo fields, used for comments and descriptions of call problems and resolutions, allow entry of
up to 64K of formatted text. Word wrapping is fully supported in these fields.

General Button Descriptions
Many windows share a subset of buttons that work similarly throughout HELP!Desk. They are
described below.

Click the Add button to add information. Depending on the window this
button appears on, you will either add the new information into the current
window, or another window will open to accept your input.

Edit Click the Edit button to make changes to existing data. In selection
= windows, the Edit button allows you to change the currently highlighted

element.
Delete The Delete button is used to delete the current record. A dialog box will be
— displayed prompting you to confirm your command.
Help The Help button accesses the help system. Depending on the window
— you are in, Help will either display information regarding the current window
or the help system table of contents.
Exit Click Exit to close the current window. Depending on your HDWIN.INI
— settings, the Client and Call windows may minimize when the Exit button is
clicked.

ST I The Save button is used to store the changes made when adding or editing
= information.

Click Cancel to abandon all changes that were made in add or edit mode.
If data was changed (either by you or automatically by HELP!Desk, you will
be prompted to confirm your decision to lose the changes.

Cancel

Global and Personal Preferences

Depending on rights granted by the Administrator, field and button labels and program defaults
can be configured globally or on a per-user basis. These settings are accessed through

Prefer ences on the File menu.

Printer setup can be accomplished by selecting the option from the File menu. If you have
Supervisor accessto HELP!Desk, you can set the report headings by choosing Headings from the
File menu.
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Y ou can save the positions and sizes of all open windows by selecting Save Window Position from
the File menu. Conversely, Restore Window Positions will retrieve the last saved settings for al
windows in the system.
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Quick Reference Guide
This section gives an overview of the HEL P!Desk menu structure and shortcut keys.

File Edit Client

Call

Inventory Communications HReports Utilities Window Help

File

Printer Setup alows you to select and configure your

Printer Setup printer.
Print
Preferences 4 Print or will print the contents of the current window.
Headings

- . Preferences alow you to change field labels and button text,
st veludmes ol and also edit the program default settings that affect which
Restore Window Position windows appear at startup, confirmations, date formats, field
Exit colors, etc.

Headingsis used to change the three line heading that appears on al reports.

Save Window Position is used to save the positions and sizes of any windows that are currently

open in HELP!Desk.

Restore Window Position will set each window back toitslast saved position and size.

Exit will close the application.

Cut or Ctrl-X is used to move the highlighted text from HEL P!Desk to
the Windows Clipboard.

Copy or Ctrl-C copies the highlighted text to the clipboard.

Paste or Ctrl-V copiestext from the clipboard and insertsit at the current cursor location in

Date Stamp or F9 will insert a string consisting of the user name (log-in name) and current date and
timeinto the currently selected field. Itsintended useisto date stamp entriesin the problem and

Add isused to add a new client record.

Edit
Cut Cirl+x
Copy Ctrl+C
Paste Ctrl+¥
Date Stamp F9
HELP!Desk.
resolution fields.
Client
Add
Find...
Profile

Find or is used to locate a client record. Depending on your preferences and
currently open windows, either the Client or the Profile window will be opened.

Profile or aso searches for aclient, but always opens the Pr ofile window.

Quick Reference
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Call

Add Ctrl+A Add (Ctrl-A or) isused to add anew call. If aclient window is
Find... open, the call will automatically be linked to that client.

Goto

Open List Find allows you to search for a previously entered call.

Goto alows you to retrieve acall based on its call number (also referred to as work order number).

Open List shows a selection window of al open or pending calls (your own, someone else’s, or

everyone's).
Inventory
The Har dwar e and Softwar e options each lead to another menu.
Hardwrare 3 House
Software 3 -
Find...

House opens the window of House Har dwar e or House Software.

Hardware Find or allows you to search for any piece of hardware in the system.

Similarly, Software Find or allows you to search for any piece of software.

Communications

Network Messaging or Alt-F3 alows you to send

Network Messaging Alt+F3 messages to other users on your Novell network.

Email Alt+F2
Email or Alt-F2 allows you to send mail across MAPI-
compliant email systems.

Reports
- Client Reports opens asubmenu listing all available client reports.

Client Reports »

Call Reports Call Reports opens a submenu of call detail, listing and summary

Inventory Reports reports.

Referral Reporting

Survey Reporting Inventory Reports opens a submenu listing reports for hardware,

software and configurations.
Referral Reporting alows accessto call referrals.

Survey Reporting alows you to query the call survey module.
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Utilities

Solutions 3
Pack & Reindex Ctrl+Alt+F1
Training Ctrl+T
Bulletin Board Ctrl+B
Ticklers

MetCensus® Import

Table Maintenance 3
Security

Solutions accesses the solutions module where
you can search, create or edit solutions. Both text
and graphics are supported in search mode.

Pack & Reindex or Ctrl-Alt-F1 permanently
removes deleted records and allows you to
reconstruct damaged index files.

Training (Ctrl-T or @) is used to create, edit or
view training schedules. Use can use this feature

to list in-house or company approved training
COUrses.

Bulletin Board (Ctrl-B or ) lets you create or view bulletins. This module can be used to
disseminate information to other members of the technical staff.

Ticklersor are used to remind you or others of important tasks. Some ticklers are generated
automatically when calls are added or reassigned. The HDALERT program monitors the tickler file

and notifies you when atask is due.

NetCensus® Import alowsyou to import client and inventory data that has been collected using
Tally Systems’ NetCensus or PC Census products.

Table Maintenance is used to edit the contents of all tables and drop-downs used throughout the

system.

Security features control who has access to the program, and the data they can view or edit.

Quick Reference HELP!Desk for Windows

11



This page intentionally left blank.

12

HELP!Desk for Windows

Quick Reference



Menu Reference

This section details each menu option, including submenus, windows, dialog boxes, buttons and options.

File Edit Client Call Inventory Communications Reports Utilities Window Help

Menu Reference HELP!Desk for Windows
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The FILE Menu

Printer Setup
Print
Preferences
Headings

Save Window Position
Bestore Window Position
Exit

File, Printer Setup

| ok

FPrinter:

HP Laszerdet Il on LPT1:

| Cancel and setup.

File, Print

This option prints the contents of the current window as a report.

Client Window

Prints client information including notes and all phone numbers
and email addresses.

Profile Window

Prints all information for the current client, including entire call
history with activities and hardware and software by configuration.

Hardware Window

Call Window Prints a Work Order for the call showing basic client information
(if the call is linked), full detail for the current call including
activities, and the client’'s hardware and software (if selected in
Preferences).

Configuration Prints hardware and software by configuration for all

Window configurations in the window.

Configuration Prints all hardware for the current configuration.

Configuration
Software Window

Prints all software for the current configuration.

Hardware Search
Selection Window

Prints all hardware matching the search criteria, including client
name for each piece that is linked.

Software Search
Selection Window

Prints all software matching the search criteria, including client
name for each piece that is linked.

Client Hardware

Window

Prints all hardware for the current client, ordered by “type”.

14
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Client Software
Window

Prints all software for the current client, ordered by “type”.

House Hardware

Prints entire inventory of house hardware (hardware that is not
linked to a client) by configuration.

House Software

Prints entire inventory of house software (software that is not
linked to a client) by configuration.

Bulletin Selection
Window

Prints all bulletins in their entirety.

Bulletin View/Edit
Window

Prints the current bulletin.

Training Schedule
Selection Window

Prints all training schedules.

Training Schedule
View/Edit Window

Prints the current training schedule.

Solutions Window

Prints the currently displayed solution.

Tickler Window

Prints all ticklers for the selected technician.

Hardware Table

Prints the contents of the table in Type, Brand, Model order.

Software Table Prints the contents of the table in Type, Manufacturer, Product
Name order.

Field Tables Prints the selected table.

Vendor Table Prints a listing of all vendors.

Service Table

Prints a listing of all service companies.

Menu Reference

HELP!Desk for Windows

15



File, Preferences
This option opens a submenu for Screen Design and Program Defaults.

Screen Design
Program Defaults

File, Preferences, Screen Design
E 10 dE
-

General Terms

Client: |Client
Technician Title: I'I'en:hniu::ian
Call: |Call
Calls: [Calls

Inventory: |Inventary

Configuration: |Cunﬁguratinn

Hardware: |Hardware

Software: |Suﬁware

House Inventory: |H|:|use

Service Contract: |Senri|::e Contract £ SLA

This option is used to customize the field label s and buttons throughout HEL P!Desk. The program
supports aglobal setting as well as personal settings. Security restrictions control whether a user
has access to global, personal or both.

Thetitle of the window will display “GLOBAL” or the name of the logged-in user, indicating global
or personal settings, respectively. Assuming you have full security privilegesin this section, the
buttons will work as follows:

If thetitle says“GLOBAL",

ADD will create a personal record for you, and put you into edit mode.
EDIT will alow you to edit the global settings.
DELETE will be disabled. The Global settings may not be deleted.
If the title shows Personal - Technician Name,
ADD will be disabled. Y ou can only create one personal record per
HELP!Desk user.
EDIT will allow you to edit your personal settings.
DELETE will delete your personal settings, then display the Global settings.

When in edit mode, note that the window contains a very large, scrollable data entry area. Asyou
tab from one field to the next, the window will scroll automatically as needed. Y ou can also scroll
the window manually and click on the field you wish to edit.

16
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Remember...

If personal settings exist for your log-in name, HELP!Desk will use
them. If you want to return to using the Global settings, you must
delete your personal settings.

File, Preferences, Program Defaults

Preferences [Personal - FRANK]

Time Format (12724 Hour)
Date Format
Display Color
Ediit Color

Display Window (Client / Profile)
Show Inventory on Work Orders
Show Actities on Work Orders
Display Open Calls window upon startup

Display System Bulletin window upon startup

Hotification if Alert(Tickler) program is not running
Enahle Program Sounds
Default for "Add call to Solutions database™

Billing Increment {in minutes)
Hourly Billing Rate

Humber of Work Hours per day..........cecceeeeeeeeeeses E
Minimum Charge per Actiity. FD.DD
Minimum Charge per Call [ 0.00

These settings allow you to control certain aspects of HEL P!Desk as detailed below. The program
supports aglobal setting as well as personal settings. Security restrictions control whether a user
has access to global, personal or both.

Thetitle of the window will display “GLOBAL” or the name of the logged-in user, indicating global
or personal settings, respectively.  Assuming you have full security privilegesin this section, the
buttons will work as follows:

If thetitle says“GLOBAL",

ADD will create a personal record for you, and put you into edit mode.
EDIT will alow you to edit the global settings.
DELETE will be disabled. The Global settings may not be deleted.
If the title shows Personal - Technician Name,
ADD will be disabled. Y ou can only create one personal record per
HELP!Desk user.
EDIT will allow you to edit your personal settings.
DELETE will delete your personal settings, then display the Global settings.

Menu Reference HELP!Desk for Windows 17



Field Heading

Description

Time Format

Choose 12 or 24 hour formats for default entry
in time fields.

Date Format

Select the format for display and entry of
dates.

Display Color This color is used as the background for data
that is being viewed.
Edit Color The background color for data that is being

edited.

Display Window (Client/Profile)

This selection controls which window is
opened by default when you Find a client.
The Client window shows client name,
company, address, etc. The Profile window
summarizes the client information, and also
includes call history and inventory.

Show Inventory on Work Orders

If checked, the client’s inventory information
will print on the work order. Work orders are
generated by selecting Print when the Call
window has focus.

Show Activities on Work Orders

If checked, all Activities associated with the
call will be printed on the work order.

Display Open Calls window upon
startup

If checked, a selection window of your open
calls will be displayed immediately after you
log-in. If you have no open calls, the window
will not open, regardless of the setting.

Display the System Bulletin window
upon startup

If checked, the System Bulletin will be
displayed after you log in. The system bulletin
is the first record in the bulletin selection
window that has a subject beginning with “**”
(double-asterisk).

Noatification if Alert (Tickler) program is
not running

HDALERT must be running if you want to
receive notification when ticklers come due. If
this box is checked, HELP!Desk will notify you
if the Alert program is not running, and start it
for you if you so choose.

Enable Program Sounds

If checked, certain warning messages will be
accompanied by an audible tone.

Default for “Add call to Solutions
database”

This value will be used as a default whenever a
new call is added. Call information should be
added to the Solutions database whenever the
resolution contains a solution that might be
beneficial to other technicians in the future.

Billing Increment (in minutes)

This value sets the time increment that will be
used when call charges are computed. The
time is always rounded up to the next multiple
of this value in the charge computation.

18
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Hourly Billing Rate

This is the default billing rate that is used in
computing charges.

Number of Work Hours per day

This value is used in converting duration
entered as days (i.e. 2D) into minutes.

Minimum Charge per Activity

This value is used as the minimum charge for
each activity record that is entered.

Minimum Charge per Call

This is the minimum value that will be entered
into the charges field in a call when it is
closed.

File, Headings

= Report Headings

Headings: ICDaStaI Technologies

IEnd-User Support Center

These headings are printed at the top of each HEL P!Desk report. Only the Supervisor can modify

the report headings.

File, Save Window Position

This option will save the size and position of each window that is open. This enablesyou to
customize the layout of your HEL P!Desk workspace to best suit your needs.

File, Restore Window Position

This option resets each window (whether open or not) to its last saved position and size.

File, Exit

This option will close the HELP!Desk application

Menu Reference HELP!Desk for Windows
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The EDIT Menu

Cut Ctrl+X
Copy Ctrl+C
Paste Ctrl+¥
Date Stamp F9

Edit, Cut (Ctrl-X)
This option will copy any highlighted text to the Windows clipboard and del ete the text from
HEL P! Desk.

Edit, Copy (Ctrl-C)
This option will copy any highlighted text to the Windows clipboard.

Edit, Paste (Ctrl-V)
This option will paste text from the Windows clipboard into the current field in HEL P! Desk.

Edit, Date Stamp (F9)

This option will insert a date stamp string at the current cursor location. Itsintended useisto

stamp entriesin the call problem and resolution fields. The format of the date stamp is as follows:
< current-date current-time username >

20
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The CLIENT Menu
Add

Find...
Profile

Client, Add
Add is used to add anew client record. When this option is selected, the Client Window will open,
allowing you to add the new client information.

Name: zlast name= [<first name> Client Type:|[ 3]
Title:| Emp #: I—
Cumpan‘y’.|
Phone #: I— Ext: I— —
Dept: | | (2] Group:]| | (2] Fopma

Acct#|  [[4] Service Contract / SLA: Fhphe B )

£l

Asset Tag:l Currtract:|—| |;I Elanndha. |
LocCode:[ | [3] Contr. Exp:[00/00/00 ) Date Hatwase |

Harbieiare

Inve Code: I:'E I ) Minutes
Help
Priority; |_| |;|| Min Charge:l 0 E

Address: |

Address 2:|
City: |
State:]  zZpcode:]
Country: I—
Bldu: I:ﬂz £0One: I—
Floor: I— Office: I—

Field Descriptions

Default Field Label Description
Name Client’s last name followed by first name.
Client Type The client type. Valid entries are | for internal clients, E for

external clients. This field affects how information is
displayed and reported, so it must be filled with “I” or “E”.

Title Job title.

Emp # Employee number. This is an informational field and not
used for searches.
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Company

Company or organization name.

Phone #, Ext

Primary telephone number and extension

Dept

Department. This field has an associated table for data
validation.

Group

Group. This field has an associated table for data validation.

Acct #

Account number. This field can be used to sort and filter
reports, so it is important to make an entry in this field. The
drop-down list contains table entries for validating data.

Asset Tag

The value in this field is used as a default for the asset tag of
all hardware entered for this client. This field can also be
used to search for a client.

Loc Code

Location code. This field has an associated table for data
validation.

Invc. Code

Type of invoice the client receives. This field has an
associated table for data validation.

Priority

The value of this field is used as a default priority for all calls
entered for this client. This field has an associated table for
data validation.

Contract

The type of support contract this client maintains. This field
has an associated table for data validation.

Contr. Exp

When the contract expires. If the Date radio button is
selected, then enter the date the contract expires. If
Minutes is selected, then enter the number of support
minutes remaining before the contract expires. This number
will be decremented appropriately for each call logged to this
client.

Min Charge

The minimum charge that will be computed for each call
logged to this client.

Address and Address 2

Mailing address (two lines).

City City.

State State or Province.

Zip Code Zip or Postal Code.

Country Country.

Bldg Building. This field has an associated table for data
validation.

Zone Zone (for internal addressing).

Floor Floor.

Office Office room number.
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Button Descriptions - Add / Edit Mode

Default Button Label Description
Save Saves the current client record. The client
window remains open.
Save/Exit Saves the client information and closes (or
minimizes) the client window.
Help Opens the Help window.
Cancel Cancels the current add / edit.

The client window can be set to minimize or close
upon exiting the window. The change can be
made by editing HDWIN.INI as follows:
[ClientWindow]
Exit=minimize or close

Client, Find...

Usethisoption tolocate aclient record. When selected, the client sear ch window will open.

= Client Search

(= Last Name
C' Company
(' Extension
' Phone

("' Search Key

Eaarch

Cancel

You can retrieve aclient by any
of the five methods listed in the
window. Click the radio button
next to the field you wish to
search for, enter your search
criteriain the entry box, then
click Search.

If no match isfound, a message
will be displayed indicating
same, and you will be returned
to the client search window.

When entering search criteria, try to enter as many letters as possible to increase the efficiency of
the search. For example, entering alast name of “B” might return 500 matches, “BA” 45, and

“BAC” might return 7 matches.
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= Select Client - 6 found
__

Eaccardi, Mz. Tina ML e SUrfwesr Wilcl oo

Eacchus, Mz, Lorraine Acme Laser Cannons Lansing full

Eackner, r. Bill Flutanium Engineering Pattland

Eaclawski, Mr. Victor hinizoft Carporation Fedmond

Eacon, Mr. Kewvin W, Latmbda Chi Alpha Fraternity Indianapalis
Bacrett, Mz Lisa niversity of Pittsburgh Pitt=burgh

If multiple matches are found, the Select Client window will open.

The buttons on this window work as follows:

Add Opens the client window and adds a new client record.

OK Selects the currently highlighted client and opens either the client
window or the profile window. If neither window is currently open or
minimized, then your “program defaults’ settings dictate which window
will open. If theclient or profile window is already open (even if
minimized), then that window will be loaded with the selected client.

Cancel Closes the select client window and returnsto client search.
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Description of the Client Window

Name: |Ela|:|:ardi ks, Tina Client Type:

Title:lkfice President Emp #:l

Compamys |N uiave Surfivear

Phone #: IEDQ A55-3092 Ext:l
Dept: | | 2] Group:| | 2]

Acct # [NUWOD2 12l Service Contract / SLA:
Asset Tag: | Contract: [ERONZE 12

Loc Code:[ | [3] Contr. Exp:[08/31/95 @ Date
Inve Code: '+ I C Minutes

Priority: [2 | | #| Critical Min Charge: | 15.00

Address: |45 Atlantic Avenue

Address 2:|
City: [wildwood
State: IN._I— Zip Code: IW
Country: I—
plag:[ | (2] Zone:|
Floor: I— Office: I—

|0 cals | 10f6| | | |
Default Button Label Description
Add Add a new client.
Edit Change information for the current client.
Delete Delete the current client. Calls and inventory

information can either be deleted with the client or
simply unlinked.

Next Display the next client in the current retrieval set.

Previous Display the previous client from the current retrieval
set.

Notes View or edit the notes field for this client. The notes

feature provides you with a free-form text field which
can hold up to 64,000 characters of additional
information.
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E-mail Open the E-mail Address window. This allows you
to store an unlimited number of e-mail addresses for
the client (i.e. CompuServe, Internet, cc:Malil, etc.).

Phone #s Open the Telecommunications window. This feature
allows you to store an unlimited number of phone
numbers for this client. Categories include phone,
fax, modem and pager number.

Config. Choose this option to list or edit the configurations
for this client. All hardware and software for a client
must be part of a configuration. Each client can
have an unlimited number of configurations, each
with an unlimited number of hardware and software
components.

Hardware Open the hardware selection window to view or edit
the hardware that is linked to this client.

Software Open the software selection window to view or edit
the software that is linked to this client.

Help Open the on-line Help window.

Exit Close (or minimize, depending on your HDWIN.INI
settings) the client window.

Client Window Buttons
This section will detail the effects of clicking each of the buttons on the client window.

This button is used to add a new client. It isthe same as choosing Client, Add from the
main menu.

Edit alows you to modify information for the current client. For descriptions of the fields
and buttons, refer to the section on Add above.

The Delete button is used to delete the current client. When aclient is removed from the
database, al associated calls and inventory must be either unlinked or deleted. A dialog
box prompts you for a decision.

= Delete Ms. Tina Baccardi?

farmation for the selectec
fou have the aption of deleting
call and configuration information.

Calls (= Delete ) Unlink
Configurations (= Delete I Unlink

Cancel

Choose OK to delete the client and take the action indicated by the radio buttons for calls
and configurations (inventory), or choose Cancel if you do not wish to delete anything.
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Next takes you to the next client record in the retrieval set.

Previous takes you to the preceding client record in the retrieval set.

The Notes feature allows you to view or edit the comments associated with this client. Up
to 64,000 characters may be entered into thisfield. Automatic word wrapping is
supported.

Experienced PC user with exceptional knowledge of word processing,

spreadsheets and datahases. |

[Concal]

Use this button to access the E-mail Selection window, which allows you to view and edit
all eemail addresses for this client.

= i EI1E 1 i =l d Il | -
Carrier laddress
Campuserve 71736,3475
Internet tinakbZanusn ave. cotm
«[ -
Carrier: (Internet | |£|
ﬂddre&e:ltinah@nuwave.cnm

Description of fields

Default Field Label Description

Carrier The carrier or mail system (i.e. Compuserve,
America On-Line, cc:Mall, etc).

Address Address required to send mail to the client
over the specified carrier.
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This button opens the Phone Sel ection window, which lists all phone number for the
current client. Numbers are categorized as Phone, Fax, Pager or Modem. You may make
an unlimited number of entries per client. These phone numbers are in addition to the one
stored on the client window.

= Phone Sele 0 A Baccard | -
TypeDascription umber Add
e Direct B09 555-3092 —
Edit
Main Mumber  [B09 555-3000
Delete
Cellular BO9 555-5728
Cffice Fax BO9 555-3165
| |Paget B09 555-9021
Podem BO9 555-3443 Help
o 1 5 Exit

When you add or edit an entry, the Telecom Entry window opens to accept your input.

= Telecom Entry

= Phone () Fax C' Pager ) Modem

Description: I

Mumber: |

Pager: DE

Prefix: |

Suffix: |

Baud Rate: |

Thefirst choice to makeis the type of entry your are making. Click the radio button for
Phone, Fax, Pager or Modem. The editable fields in the window will change based on your
selection. Descriptions of al fields in the window are listed below.

Telecom Entry Field Descriptions

Default Field Label Description

Description A description of the number, i.e. Office, Direct
Line, Cellular, etc.

Number The telephone number.
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Pager Pager type, either alphanumeric or numeric.

Prefix Characters to send to a pager before the
message text.

Suffix Characters to send to a pager after the
message text. For numeric pagers, this
character is usually the pound sign “#".

Baud Rate For modems, the maximum connection speed.

The Calls button displays a selection window of all calls linked to this client.

| = Call Selection - Ms. Tina Baccardi - 3 found v |~
Cali Date |Time of Call m
03250584 0257 fm Corrupt files Add
07184 101 4am 2 Data problem -
0425194 0242pm 3 |Reporting Edit
Delete
«| | +
Prohlem View
She was running Windows and her computer locked ugp. When she —
tried to reboct, the root directary was trashed.
: Help
Resolution
had her create a boot disk from ancther PC and reboot her machine Exit
ith it. Drive C; was completely unrecognizable to DO, [then had her
try copying Marton Disk Doctor onto the floppy and then run KOD, |
fgave a series of errar messages which it ultimately sttempted to

Within this window you can scroll through all calls that have been logged to the client.
The horizontal scroll bar alows you to see additional information for each call. The

problem and resolution text for the currently highlighted call can be found in the lower
portion of the window.

The Edit and View buttons open the call window in edit and view modes, respectively.
The Add button opens the call window and allows you to enter anew call.

Click Delete to delete the currently selected call.

The Call Window is pictured and explained below.
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= Call # 15020318 v |~

Time quaII:|IZI9.fEEIEI4 |nz:5? [ Cliem:lhﬂs. Tina Baccardi

Problem: |She was running Windows and her computer locked up. When she
tried to reboot, the root directany was trashed.

Categony |5 |;||50FWARE Last Update: |u4:25:95

Delete

Search

Previous

| Activities

Subject: [Corrupt files | 12] Technician:|FRANK 12]

Product: |[D0S |12l
Priority: |1 | | #]|Mission Critical

—
Calls

Resolution: || had her create a hoot disk from another PC and rehoot her machine

ith it. Drive C:was completely unrecognizable to DOS. 1then had her
ry copying Mortan Disk Doctar onto the floppy and then run KNOD. It gave
a series of error messages which it ultimately atempted to rectify. The
machine was then ahble to boot from the hard disk, but most ofthe

LT VY | DR | RPN I | SV V| I RN D

Res. Code: [Restored from Backup | [ 2]

5tatus:|C t"CLDSED When:|ngr25r94 |n:3:3n [

Duration: |3 g Charge: |$.EIIZI
Addl Time: I Addl Chrg: |$.IIII:|
RMA Humher:l Add to solutions when closed: IN_

& a5 H|A|

Help
Ezit

e Referral | | 3013 |CLOSED  [09/26/84 [03a0pm |

The Call Window shows all information for the call. We will describe each field

first, then each of the buttons.

Call Window Field Descriptions

Default Field Label Description

date using your mouse.

Time of Call The date and time of the call. These two fields
are pre-filled with the system date and time.
The calendar button allows you to select a

Client If the call is linked to a client, the client’s
name is displayed here. When adding a call,
the call is automatically linked if the client or
profile window is open. An unlinked call is
indicated by the message “<not linked>".

Problem Up to 64,000 characters of text describing the
problem.
Category The problem category. A drop-down table

exists for this field to validate the data.
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Last Update

This date is maintained automatically by
HELP!Desk. Itis updated each time the call
is modified.

Subject

The subject of the call. A drop-down table
exists for this field to validate the data and
ensure consistent data entry.

Product

The product that the client is having a problem
with. A drop-down table exists for this field to
validate the data and ensure consistent data
entry.

Technician

The technician who is responsible for the call.
This default for this field is the name of the
current HELP!Desk user. A drop-down table
exists for this field to validate the data and
ensure consistent data entry.

Priority

The priority of the call. The initial value of this
field is taken from the client’s priority field. A
drop-down table exists for this field to validate
the data and ensure consistent data entry.

Resolution

Up to 64,000 characters of text describing the
resolution of the call.

Res. Code

The resolution code is used to categorize the
way in which each problem was resolved. A
drop-down table exists for this field to validate
the data and ensure consistent data entry.

Status

The current status of the call. Some entries in
this field will pre-fill the “When” date and time,
and also generate network messages and
ticklers. A drop-down table exists for this
field to validate the data and ensure consistent
data entry.

When

This is the action date/time for the “Status”
field. Itis used to indicate when a call was
closed or when follow-up or other activity
should occur.

Duration

The time taken to resolve the call. This is the
actual time spent working on the problem, not
the elapsed time between when a call was
opened and when it was closed. The duration
is always displayed in minutes, but can be
entered in days, hours and/or minutes. For
example, 1 day, 2 hours and 35 minutes would
be entered as 1D2H35M. The program default
Number of work hours in day is used to
convert the “day” entry into hours.

Duration is accumulated automatically as long
as the call remains in edit mode.

Menu Reference

HELP!Desk for Windows

31



Charge The charge can be entered manually or
computed automatically. If computed, its
value is determined by the duration, the
client's minimum charge per call, and the
program default billing rate, billing
increment, minimum charge per call and
minimum charge per activity.

Addl Time Any additional time that needs to be tracked,
such as time charged by an outside repair firm
or consultant.

Addl Charge Any additional charges that need to be applied
against this call, such as a repair bill from a
service company.

RMA Number A Return Materials Authorization Number that
can be assigned if the client needs to return
merchandise.

Add to Solutions when closed If “Y” is entered here, this call will be marked
for inclusion into the Solutions database. Only
calls that have been added to the Solutions
database can be found when performing a key
word search in the Solutions module.

Call Window Buttons

or ]

The Add button alows you to add anew call. If the client or profile window is still open,
the new call will automatically be linked to the client. The call date and time will default to
the system date and time, and the assigned technician will default to the currently logged-
in user.

Click this button to make changes to the current call. If the call is open, then the duration
will continue to accumulate while you are in edit mode.

Click this button to delete the call. Y ou will be prompted to confirm your intention.
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This option allows you to search for calls using various criteria.
= Call Search
' Call Date
§Earchl
' Subject

@ Erﬂdum Eancel

' Follow-up Date
) Assignee

' Account Humber
' RMA Number

' Resolution Code

|Nh-'15|

Click the radio button or field label of the field you wish to search by, enter your search
criteria, then click Search. If more than one match is found, the Call Selection window will
open.

= Call Search - 2 found
Product Call Date |Subject OK I
MRS 1124195 Prirtirc —

0218184 Prirting

Cancel
"'I I )| =
Client | call #/515

Problem

Ahout MS 302

He 2aid he could not privt any reports from the system and he kept getting "Prirter
Mot Ready” box. On the Computer Systemn Information screen, showed "Printer; Mot

Reszolution

=02118M84 1539 FRAMK:= Called hitm back at the prescribed time, but he was gone.
He'll be back on Tuesday 02722094

=0228084 0910 FRAMK= They recently had a new netwark installed Cowith a new

From this window you would select the desired call and click OK. Note that a successful
search changes the retrieval set of calls. From the call window, Next and Previous will
move you through the calls that were displayed in the window above.
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The Goto button alows you to quickly retrieve asingle call by call number (also called
work order number). Simply enter the number of the desired call and click OK.

= Goto Call

0K
Enter Call: —

Cancel

The Next button takes you to the next call in the retrieval set.

Previous takes you to the preceding cal in the retrieval set.

This button opens the Activities window. This module alows you to independently
track every step taken in the resolution of acall. While you are not required to use
activitieswith your call logging, doing so provides opportunity for better management of

technical staff and more accurate tracking of each technician’s workload.

Even if you choose to not use activities, HELP!Desk creates a number of activities
automatically which it uses when generating response time statistics, network messages

and ticklers.

= Activities for Call #15020318

mm_mm

O426/95 | 0324 pm  Returned call FRAMK

«| |

| Delete

Reas=sign

Help
Exit

Start Date: j14/26/95 Start Time: | 03:24 prm
End Date: |04/26:95 End Time:| 03:25 pr
Duration: [ Charge:ﬁ.ﬂﬂ [ Auto Compute

Status:F | [#] Date:jnd/26/95 04:001 prn [* Tickle

Activity: Feturned call Technician:[Franic_ | #]  Priorite[1 | [2]

Detail: Left messzage on voice mail

The Activities Window displaysalist of all activitiesfor the current call. The highlighted
activity isshown in its entirety in the lower portion of the window. Thisis also where

data entry takes place when an activity is added or edited.
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Activities Window Field Descriptions

Default Field Label

Description

Start Date The starting date of the activity. It is automatically
set to the system date and cannot be changed.
Start Time The time the activity was created. It is set to the

current system time and cannot be changed.

End Date and

These fields are used to indicate when the activity

End Time was completed. If the fields are left blank, they will
be set to the system date and time when you click
the Save button.

Duration The time spent performing the activity. If left blank,
the elapsed time of the activity will be stored here.

Charge The charge to the client for this activity.

Auto Compute

If checked, the charge will be computed
automatically based on the duration, billing rate,
billing increment and minimum charge per
activity.

Activity

A brief description or purpose of the activity.

Technician

The name of the technician who performed the
activity.

Priority

The priority of the call. Changes made here are
reflected back in the call window.

Status

The status of the call as of the completion of this

activity. The call window is updated with this status.

Date

The date and time related to the status, such as
when the call was closed or when a follow-up call
should be made.

Tickle

If checked, a tickler will be generated for the
technician named in the activity, with an event date
and time corresponding to the status date above.

Detail

Up to 64,000 characters of text describing in detail
the action that was taken in performing this activity.

Menu Reference HELP!Desk for Windows

35



Activities Window Button Descriptions

Default Button Label Description
Add Add a new activity.
Edit Edit the selected activity.
Delete Delete the selected activity upon confirmation.
Reassign This generates a special activity to reassign the call

to another technician.

Technician:l | |£| ITI
Priority: |1_| |;| [Missian Critical -
-gancel

Status: |F_| 2] [FOLLOW-UP

When: 000000 (]| -

Tickle: [

When reassigning a call, you will be prompted to
enter the name of the technician who will be
receiving the call, as well as any changes in the
call's priority or status. If Tickle is checked, a
tickler will be generated for the receiving technician.

Help Opens the Help window.

Exit Closes the Activities window.

Save In add/edit mode, saves the current changes.
Save/Exit In add/edit mode, saves the changes and closes the

Activities window.

Cancel In add/edit mode, cancels editing without saving the
changes.
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The Calls button opens the Call Selection window, which lists all calls in the current
retrieval set.

= Call Browse
Call Date  |Time of Call \Priority |Subject

0972634 0257 pm 1 Corrupt files
07194 101 dam 2 Data problem
0472594 0242pm K] Feparting

View

Help

Exit

«| | -

Client r-ns. Tira Baccardi Call # F S020318

Problem

=he was runhing Windows and her computer locked up. When she tried to reboot,
the root directary was trashed.

Resolution

had her create a boot disk from anather PC and reboot her machine with it. Drive
C: wyas completely unrecognizable to DOs. [then had het try copying Maorton Disk
Doctor onto the floppy and then run MDD, | gave & series of error messages which
't ultitnately sttempted to rectity. The machine was then able to boot fram the hard

The calls are listed in the upper portion of the window. The problem and resolution of the
highlighted call are shown below. A horizontal scroll bar allows you to scroll through all
of thefieldsinthe cal. A vertica scroll bar, when required, alows you to scroll through
all callsin theretrieval set.

Click the View button to load the selected call into the call window, where it may be
viewed or edited.

This button allows you to link acall to aclient. If you want to move acall from one client
to another, you must first unlink from the original client.

= Link Call #15020318

| Link Call to Ms. Lorraine Bacchus?

0K |§earch

If aclient or profile window is open, you will have the opportunity to link the call to that
client or search for any other client. If no client or profile window is open, you will be put
into search mode to find a client.
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Unlink allows you to remove the link a call hasto a particular client, or change the link to
adifferent client. Unlink generates the following dialog box:

= Unlink Call #15020318

| Unlink Call from Ms. Tina Baccardi?

0K | Move

OK will break the current link and leave the call without alink to any client.

Moaove will unlink the call from the current client, and open the client search window so you
can find anew client to link it to.

Cancel will leave the existing link intact.

Click the button to access the help file.

Click this button to close (or minimize) the call window. Whether the window is closed or
minimized depends upon the following setting in your HDWINL.INI file.

[CallWindow]

Exit=close or minimize

Client button. Click this button to open the client or profile window showing the client to
whom this call islinked.
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=

Referrals button. Click this button to create areferra for this call or see alist of
previoudly generated referrals for the call.

= Referrals - 1 found

Hefarrad Date |Time Refarrad by |[Heferred to
09/26/94 03:41 pm FRARME Sales Departmernt

« 1
Referred Date |09/26/34 Time |02:41 prn

Referred by |FRANK E3 Referred to [Sales Department

Comments |'u“-Ie need to make sure our clients have backups!

Referrals are used when people or groups outside the technical staff need to be made
aware of an issue contained inacall. For example, if acustomer suggests a product
enhancement, the help desk staff may log and close the call, but the customer’s
suggestion needs to be seen by the product development staff. A referra to product
development will ensure the suggestion is seen.

Referrals Window Field Descriptions

Default Field Label Description

Referred Date Date the referral was generated. Defaults to
current system date.

Time Time the referral was generated. Defaults to
current system time.

Referred by The person making the referral. Defaults to the
current technician.

Referred to The department, group or person who will be the
recipient of the referral.

Comments The reason for the referral.

Under Reports, Referral Reporting you can generate detailed reportslisting all calls that
have been referred to a specific group or person within a date range you specify.

Note: A Referral is used to make another group or department
aware of an issue raised in a call. Itis not intended to escalate
a call. Call escalation is done through the Reassign activity.

. ____________________________________________________________________________________|]
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Survey button. Click this button to record responses to customer satisfaction surveys.
This feature allows you to quantify your customers' satisfaction with the help they
receive from the help desk. The survey entry screen isasfollows:

Satisfaction Survey Heport

Survey Date: [04/27/95

Client: |w|s. Tina Baccardi

Score: [ RE

Logged by [<EITH

&

Hotes:

Cancel

Survey Window Field Descriptions

Default Field Label Description

Survey Date Date survey was taken. Defaults to current
system date.

Client Name of the person who was surveyed. Defaults
to the client who the call is linked to.

Score Satisfaction rating given by the client. A table
exists for data validation.

Logged by The name of the person who surveyed the client.
Default is the currently logged-in user.

Notes Up to 64,000 characters of text describing the
customer’s response.

Once a survey has been entered for a call, the button will change to - Only one
survey entry is permitted per call, but it can be edited as needed.

Reports are available to list calls with surveys, without surveys, with certain scores, etc.
Choose Reports, Survey Reporting for acomplete list of available reports.
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Al

Tickler button. Click this button to generate atickler. This button and the button
on the toolbar perform the same action, except this tickler button uses information from
the call to provide default values for many of the fields.

List of Ticklers - 3 found

List of Ticklers For .| FRANK

Event Date |[Event Time [Tech Name [Event Description A

0426595 0400 g FRARE Call #15020218 Return o
0452795 11:01 am F R M Call John Siminz about b
042695 0400 grn F Rk Call# 15020318

«| |

Tech Name: [FRANK | 2]

BEvent Date: ID#IEEIQE Bvent Time: IIIId:IZIEI [am

Event Description |Ca||# 15020318

Tickler Window Field Descriptions

Default Field Label Description

Tech Name Name of person who will receive the tickler.
Default is the assignee of the call.

Event Date The date the tickler becomes due. Default is the
status date of the call.

Event Time The time the tickler becomes due. Default is the
status time of the call.

Event Description The purpose of the tickler. Default is the call
number of the current call.

The drop-down at the top of the window defaults to your log-in name so that your
ticklers are displayed. If your security access rights alow, you may use the drop-down to
select another technician and view his or her ticklers. Regardless of your security level,
you can aways generate atickler for any technician.

Remember...

You must run the HDALERT program if you want

automatic notification whenever a tickler is due.
|
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This button accesses a selection window of all configurations (hardware and software inventory)
for the current client. Configurations are used to tie all of the hardware and software components

of acomputer system together. For example, your desktop PC consists of a CPU, monitor,
keyboard, disk drives, memory, peripherals such as a CD-ROM drive, speakers, sound card,

printer, network, mouse and numerous software packages. Each client may possess an unlimited
number of configurations, with each configuration containing an unlimited number of hardware
and software components.

Ilain

Desktop computer

Motebook

Motebhook computer

1 -

Configuration Description

Add

Edit

Delete

Hardware

Software

Unlink

Configuration |ru15|in

Help

Exit

Description IDES ktop computer

The upper portion of the window lists this client’s configurations. The lower portion is used to
add or edit a configuration.

Add

Click the Add button to enter a new configuration.

Edit

Delete

Click Edit to change the configuration name or description.

The Delete button allows you to delete the configuration. All associated hardware and
software will be deleted.

Hardware

The Hardware button will display a selection window of all hardware that is part of the
highlighted configuration. Scroll bars allow you to view each piece of hardware. The fulll

detail of the selected piece is shown in the lower portion of the window.
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Type rand odel L
COMPUTER Gateway 2000 4EE0H 256 - Add
KEYEOARD Gateway 2000 14587 -
MOLISE Microsoft 37IET Edit
S0UMND CARD Logitech Soundman Wave Delete
SPEAKERS Laktec C5-550 r
« *
+
Configuration: '-.ﬂain '-.-13. Tina Baccardi — | |House
Type: COMPUTER: B Unlink
Brand: pateway 2000
Model: 45607 2/56 Help
Description: I'I'n:nwer P wyith 1EME RAM, dual flopgy Exit
X
Serial # bEIBDEIBFSEIB-ﬂf

Description of Buttons

Add

Click the Add button to enter anew piece of hardware for this configuration.
Data entry takes place in the Hardware window, shown below.

= Hardware Entry

Configuration: Main

Mz. Tina Baccardi

Type: I

Brand: |

Model: |

Description: |

Serial % |

Aszet Tag:l

Shared ?: |_| |£| |

Price: I 0
Warranty: I
Service Cude:lZlE

Depreciate: I.

Purch Date: EU."EID."UEI PO Humher:l

Save

Browse

Help

Cancel

Yendor: I:IE
Warranty Exp: W
Suc Expires: W

Curr. Yalue: I—I:I

Hardware Entry Field Descriptions

Default Field Label

Description

Configuration The name of the configuration and the client (if
linked) are displayed here.

Type The type or category of hardware.
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Brand

The brand or manufacturer.

Model The model name or number.

Description The description of the hardware.

Serial # Serial number.

Asset Tag The assigned asset tag of the hardware.

Shared This field is used to identify equipment that is
shared by several clients, such as a network
printer. If the equipment is not shared, enter
“N". If itis shared, enter “P” or “S” for primary
or secondary, respectively. Each piece of
shared equipment should be listed under each
client who shares it. This field should be
marked “S” for all but one client, who should
be “P”. In reports, the hardware will be listed
under each client, but will only be added to
totals if the Shared field is “N” or “P”.

Purch Date Purchase date.

PO # Puchase order number.

Price Purchase price.

Vendor Company the hardware was purchased from.
The drop-down for this field accesses the
vendor table.

Warranty The length of the warranty period. Enter a

number followed by “Y” (years), “M” (months)
or “D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the
warranty period will be used to compute a
default value for the next field, warranty
expiration date.

Warranty Exp

Warranty expiration date. A default value is
computed if Purchase Date and Warranty
fields contain data.

Service Code

Identifies the company which is responsible for
servicing the equipment. The drop-down list
accesses the Service Company table.

Svc Expires

The date the service contract on this
equipment expires. Reports can be generated
giving you advance notice of when warranties
and service contracts expire.

Depreciate

Check this box if the value of this equipment is
depreciated over time.

Curr. Value

The current (depreciated) value of the
equipment.
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Browse

While entering data into the hardware window, you can click the
Browse button to access the hardware table. The table can contain the
basic descriptions of equipment that is widely used by your clients,

thus speeding data entry.

Type
CD-FChd

rand
Sohy

odal
Ch2x4700

+

COMPUTER

Catesay 2000

45602056

HARD DISk

Seagate

ST3953

harddrive

gatesneay

G:54:34-dedd

harddrive

gatesneay

7894 2cvsd

keyboard

gatesneay

14357

KEYBOARD

Catesay 2000

14357

ronitor

gatesneay

1024

MORITOR

MEC

aF G

RCOLISE

Microsoft

cri=lrd

SOUND CARD

Logitech

Soundman Waigve

= Hardware Table - 12 found

OK

«| |

The Hardware Table contains type, brand, model, price and warranty
fields. Click OK to load the selected table entry into your hardware

window.

The Print button prints alist of al entriesin the table, while Cancel

closes the table without updating your hardware window.

Edit

The Edit button loads the selected item into the Hardware Window and allows
you to change the information. For a complete description of the fields, refer to
the Add text above.

Delete

Click this button to delete the highlighted piece of hardware.

Menu Reference

HELP!Desk for Windows

45



House

Click the House button to access house hardware. This enables you to move a
piece of hardware from house inventory into the current configuration.

= 1 E Ardware 1 I bl
Tyne rahid odel

HARD DISkK Seagate =T4031 Add
MOMITOR MEC a0

MONITOR NEC 4D Edit
MOMITOR MEC SFG Delete
MOMITOR MEC SFG

«| [ -

+

Currﬁguratiun:l-:Nu:une::r |<Nnt Linked= = | Move

Type: '—mHD DISK
Brand: |Seagate
Model: =T4031

De=scription: ISIIIIZI ik
Serial # PSH?REHB?S 3

Help

Exit

The top portion of the window contains ascrollable list of al hardware in house
inventory. The scrollable lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an
existing item or delete an item, respectively. The M ove button takes the sel ected
item out of house inventory and movesit into the current configuration. If the
item in house inventory is part of a configuration, you will be asked if you want
to move the single piece or the entire configuration.

The Unlink button alows you to move the selected piece of hardware to another
client or to house inventory. If you are moving to another client and that client
has multiple configurations, you will be further prompted to select the desired
configuration.

Click this button to access help.

Exit

Click this button to close the hardware sel ection window.
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Software

The Software button will display a selection window of al software that is part of the
highlighted configuration. Scroll bars allow you to view each piece of software. Thefull
detail of the selected piece is shown in the lower portion of the window.

= Software for Configuration - Main - 7 found il
Type anufacturer Product Name v
WIORD PROCESSINGMovell WordPerfect -
HELF DESH, Coastal Techhnologies HELFPIDesk
Fit Chronologic Instart Recall Edit
SHELL Syrmantec Morton Deskiop Delete
EMIRCRRERNT Microsoft Wincdows 1
«| | -+
Configuration: |‘u1ain r-.ﬂs. Tina Baccardi kd House
Type: WORD PROCESSING | | untink
Manufacturer: "JD'«-‘E”
Product Hame: l!\fnrdF'erfect Help
D iption:
escription | Exit
Serial # | r

Description of Buttons
Add

Click the Add button to enter a new piece of software for this configuration.
Data entry takes place in the Software window, shown below.

= Software Entry

Configuration: '-.ﬂain '-.-13. Tina Baccardi

Type: |
Manufacturer: |

Product Hame: | Save

Description: |
Browse

Yersion: |

Serial # | Help
Shared?:| | (%] |
Az=zet Tag: I—

Purch Date: W PO Humber: I—

Price: I—III Yendor: I:rm
Warranty: I— Warranty Exp: W
Service Code: I:IE Service Exp: W
Lic. Starts: IW Lic. Ends: W

Depreciate ?: r Curr. Value: I—D

Cancel
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Software Entry Field Descriptions

Default Field Label

Description

Configuration The name of the configuration and the client (if
linked) are displayed here.

Type The type or category of software.

Manufacturer The brand or manufacturer.

Product Name

The product name or model.

Description The description of the software.

Version Product version.

Serial # Serial number.

Asset Tag The assigned asset tag of the software.

Shared This field is used to identify software that is
shared by several clients, such as an e-mail
program. If the software is not shared, enter
“N". If itis shared, enter “P” or “S” for primary
or secondary, respectively. Each shared
program should be listed under each client
who uses it. This field should be marked “S”
for all but one client, who should be “P”. In
reports, the software will be listed under each
client, but will only be added to totals if the
Shared field is “N” or “P”.

Purch Date Purchase date.

PO # Puchase order number.

Price Purchase price.

Vendor Company the software was purchased from.
The drop-down for this field accesses the
vendor table.

Warranty The length of the warranty period. Enter a

number followed by “Y” (years), “M” (months)
or “D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the
warranty period will be used to compute a
default value for the next field, warranty
expiration date.

Warranty Exp

Warranty expiration date. A default value is
computed if Purchase Date and Warranty
fields contain data.

Service Code

Identifies the company which is responsible for
maintaining the software. The drop-down list
accesses the Service Company table.
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Svc Expires The date the maintenance contract on this
software expires. Reports can be generated
giving you advance notice of when warranties
and service contracts expire.

Lic. Starts The license starting date. This field and the
license ending date below are intended to help
you monitor your use of evaluation software.

Lic. Ends License ending date.

Depreciate Check this box if the value of this software is
depreciated over time.

Curr. Value The current (depreciated) value of the software.

Browse

While entering data into the software window, you can click the Browse
button to access the software table. The table can contain the basic
descriptions of software that iswidely used by your clients, thus
speeding data entry.

= Software Table - 13 found

CUSTOM

Coastal Technologies

CitiShip

DATABASE

Eotland

Paracox

EM IRORMMERNT

ficrosoft

Windows

GRAPHICE

L-SOFT

PhictoFinizh

HC

Coastal Technologies

HELP!IDesk

HELF DESH.

Coastal Technologies

HELP!IDesk

0%

ficrosoft

MZ-D0Z

Plhd

Chronologic

Instant Recall

REPORT WRITER

Concertric Data

RE&R

SHELL

Symantec

Marton Desktop

SPREADSHEET

Lotus

1-2-3

+

Cancel

ok |

Print

«| |

The Software Table contains type, manufacturer, product name,

version, price and warranty fields. Click OK to load the selected table

entry into your software window.

The Print button prints alist of al entriesin the table, while Cancel

closes the table without updating your software window.

Edit

The Edit button |oads the selected item into the Software Window and allows
you to change the information. For a complete description of the fields, refer to

the Add text above.

Delete

Click this button to delete the highlighted piece of software.
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House

Click the House button to access house software. This enables you to move a
piece of software from house inventory into the current configuration.

= House Software - 39 found -
Fro Fme +
CLISTOM Coastal Techhologies: Citiship Add
DATAEASE Earland Paradox i
DATABASE Borland dBase | [ B
DATAEASE Earland dEaze I+ Delete
DATAEASE Microzoft ACCESE +
«[ +
Currﬁguratiun:l-: Mane = |-<Nnt Linked= il Move
Type: [CUSTOM I
ype p Copy
Manufacturer: l::::astal Technologies
Product H z [CtiShi
roduct Hame |C i=hig Help
Description: Ehipping and Mailing List
Exit
versiun:l 3

The top portion of the window contains a scrollable list of all software in house
inventory. The scrollable lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an
existing item or delete an item, respectively. The M ove button takes the sel ected
item out of house inventory and movesit into the current configuration. If the
item in house inventory is part of a configuration, you will be asked if you want
to move the single piece or the entire configuration.

The Copy button allows you to create a number of copies of a piece of software
to match the number of licenses that were purchased. Thisway, you can move
the software to clients as needed. When you no longer have copiesin House
Software, you know that al of your licenses are in use.

= Software Copy

| Please enter the numhber of

copies needed.
| | Cancel

To use the Copy function, smply click the button, enter the number of copies
you want to make (the total number of licenses less one), and click OK.

The Unlink button alows you to move the selected piece of software to another
client or to house inventory. If you are moving to another client and that client
has multiple configurations, you will be further prompted to select the desired
configuration.
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Click this button to access help.

Click this button to close the hardware selection window.

Unlink

Click this button to move the selected configuration and its hardware and software

components to house inventory or another client.

Unlink Configuration Main

| Unlink Configuration from Ms. Tina Baccardi?

Cancel

Asin other instances of the Unlink prompt, you have the option to unlink the
configuration, which moves the entire configuration to house inventory, or move the

entire configuration to another client. If you choose move, you will be able to search for

aclient, or if aclient window is open, link to the open client.

The Hardware button displays a selection window of al hardware that is linked to the client. Since
this method bypasses the configuration window, the listing is not broken down by configuration,

rather it is displayed in aphabetical order by type.

= A rdwa 0 A Haccard 1 1
Type rand odel g
CO-ROh Sany CO2X4T00 -
COMPUTER Gateweay 2000 43E0X 2166
COMPUTER IEM ThinkPad 750
HARD DISk Seagate ST403H

*
«[ -
+
Configuration: r-.ﬂain |‘-.-13. Tina Baccardi =
Type: CD-ROM B
Brand: Sony
Model: 024700
Description: P}{ CD-ROM drive (internal)
Serial # | ]

House

Unlink

Help

Exit

Asyou scroll through the hardware, you can see the detail of the selected item in the lower portion

of thewindow. The configuration of which theitemisapart is also shown there.
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Description of Buttons

Add

Click the Add button to enter anew piece of hardware for this configuration.

Data entry takes pl

ace in the Hardware window, shown below.

= Hardware Entry

Configuration: Main

Mz. Tina Baccardi

Type: I

Brand: |

Model: |

Save

Description: |

Browse

Serial % |

Aszet Tag:l Help

Shared?:

Depreciate: I.

Hardware Entry

[ 1] ]
Purch Date: W PO Humber: I—
Price: I—III Yendor: I:IE
Warranty: I— Warranty Exp: W
Service Cude:lZlE Suc Expires: W

Cancel

Curr. 'u'alue:l 1]

Field Descriptions

Default Field Label Description

Configuration The name of the configuration and the client (if linked)
are displayed here.

Type The type or category of hardware.

Brand The brand or manufacturer.

Model The model name or number.

Description The description of the hardware.

Serial # Serial number.

Asset Tag The assigned asset tag of the hardware.

Shared This field is used to identify equipment that is shared
by several clients, such as a network printer. If the
equipment is not shared, enter “N”. If it is shared,
enter “P” or “S” for primary or secondary, respectively.
Each piece of shared equipment should be listed
under each client who shares it. This field should be
marked “S” for all but one client, who should be “P”.
In reports, the hardware will be listed under each
client, but will only be added to totals if the Shared
field is “N” or “P”.

Purch Date Purchase date.
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PO # Puchase order number.

Price Purchase price.

Vendor Company the hardware was purchased from. The
drop-down for this field accesses the vendor table.

Warranty The length of the warranty period. Enter a number

followed by “Y” (years), “M” (months) or “D” (days).
For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the warranty
period will be used to compute a default value for the
next field, warranty expiration date.

Warranty Exp

Warranty expiration date. A default value is
computed if Purchase Date and Warranty fields
contain data.

Service Code

Identifies the company which is responsible for
servicing the equipment. The drop-down list
accesses the Service Company table.

Svc Expires

The date the service conmtract on this equipment
expires. Reports can be generated giving you
advance notice of when warranties and service
contracts expire.

Depreciate

Check this box if the value of this equipment is
depreciated over time.

Curr. Value

The current (depreciated) value of the equipment.

Browse

While entering data into the hardware window, you can click the
Browse button to access the hardware table. The table can contain the
basic descriptions of equipment that is widely used by your clients,
thus speeding data entry.

= Hardware Table - 12 found

Type
CD-FChd

+
rand odal oK
Sohy Ch2x4700 -

COMPUTER

Catesay 2000

45602056

HARD DISk

Seagate

ST3953

harddrive

gatesneay

G:54:34-dedd

harddrive

gatesneay

7894 2cvsd

keyboard

gatesneay

14357

KEYBOARD

Catesay 2000

14357

ronitor

gatesneay

1024

MORITOR

MEC

aF G

RCOLISE

Microsoft

cri=lrd

SOUND CARD

Logitech

Soundman Waigve

Print

Cancel

«| |
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The Hardware Table contains type, brand, model, price and warranty
fields. Click OK to load the selected table entry into your hardware
window.

The Print button prints alist of al entriesin the table, while Cancel
closes the table without updating your hardware window.

Edit

The Edit button loads the selected item into the Hardware Window and allows

you to change the information. For a complete description of the fields, refer to
the Add text above.

Delete

Click this button to delete the highlighted piece of hardware.

House

Click the House button to access house hardware. This enables you to move a
piece of hardware from house inventory into the current configuration.

= 1 Ardware 1 I bl
Tvpe rand odel
HARD DSk Seagate =T4031 Add
MORITOR MEC /]
Edit
MORITOR MEC 40
MORITOR MEC SFG Delete
MORITOR MEC SFG
«[ | +
+
Currﬁgura‘tiun:l-#NDne:r |-<Nnt Linked= =1 | Move

Type: |—|ARD DISK
Brand: |Seagate
Model: [ST4031

Description: ISIIIIII tmk
Serial & PSQ?HEQS?S 3

Help

Exit

The top portion of the window contains ascrollable list of al hardware in house
inventory. The scrollable lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an
existing item or delete an item, respectively. The M ove button takes the sel ected
item out of house inventory and movesit into the current configuration. If the
item in house inventory is part of a configuration, you will be asked if you want
to move the single piece or the entire configuration.
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The Unlink button alows you to move the selected piece of hardware to another
client or to house inventory. If you are moving to another client and that client
has multiple configurations, you will be further prompted to select the desired
configuration.

Click this button to access help.

Exit

Click this button to close the hardware selection window.

The Software button displays a selection window of all software that is linked to the client. Since
this method bypasses the configuration window, the listing is not broken down by configuration.

Software Selection - Ms. Tina Baccardi - 7 found -
z z Fro

Pk Chronologic Ihstant Recall
ZHELL Symantec Maorton Deskiop
EMYIROMMENT Microsoft Windo s
0= Microzsoft M=-Di0=
GRAPHICS T-SOFT PhotoFinizh
« | -
Configuration: l-nain |‘-.-13. Tina Baccardi [+ Houze

Type: Pin Unlink
Manufacturer: |Chr|:|n|:|ll:ugi-:
Product Hame: |n=tant Recall

Help
Description:

pt I + Exit

«| [ -+

Description of Buttons

Add

Click the Add button to enter a new piece of software for this configuration.
Data entry takes place in the Software window, shown below.
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= Software Entry

Configuration: l‘-.ﬂain I‘-ns. Tira Baccardi

Type: |
Manufacturer: |

Product Hame:l Save
e ———

Description: |
Browse

Yersion: |

Serial # | Help

Shared?:[ [ [#] | E
Asset Tag: I—
Purch Date: [00/00/00 PO Humber:|
Price: I—IZI VYendor: I:rm
Warranty: I— Warranty Exp: W
Service Code: I:IE Service Exp: W
Lic. Starts: W Lic. Ends: W
Depreciate : r Curr. Value: I—D

Software Entry Field Descriptions

Default Field Label Description

Configuration The name of the configuration and the client (if
linked) are displayed here.

Type The type or category of software.
Manufacturer The brand or manufacturer.

Product Name The product name or model.

Description The description of the software.

Version Product version.

Serial # Serial number.

Asset Tag The assigned asset tag of the software.
Shared This field is used to identify software that is

shared by several clients, such as an e-mail
program. If the software is not shared, enter
“N". If itis shared, enter “P” or “S” for primary
or secondary, respectively. Each shared
program should be listed under each client
who uses it. This field should be marked “S”
for all but one client, who should be “P”. In
reports, the software will be listed under each
client, but will only be added to totals if the
Shared field is “N” or “P”.

Purch Date Purchase date.

PO # Puchase order number.
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Price Purchase price.

Vendor Company the software was purchased from.
The drop-down for this field accesses the
vendor table.

Warranty The length of the warranty period. Enter a

number followed by “Y” (years), “M” (months)
or “D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the
warranty period will be used to compute a
default value for the next field, warranty
expiration date.

Warranty Exp

Warranty expiration date. A default value is
computed if Purchase Date and Warranty
fields contain data.

Service Code

Identifies the company which is responsible for
maintaining the software. The drop-down list
accesses the Service Company table.

Svc Expires The date the maintenance contract on this
software expires. Reports can be generated
giving you advance notice of when warranties
and service contracts expire.

Lic. Starts The license starting date. This field and the
license ending date below are intended to help
you monitor your use of evaluation software.

Lic. Ends License ending date.

Depreciate Check this box if the value of this software is
depreciated over time.

Curr. Value The current (depreciated) value of the software.
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Browse

While entering data into the software window, you can click the Browse
button to access the software table. The table can contain the basic
descriptions of software that iswidely used by your clients, thus
speeding data entry.

= Software Table - 13 found

Pro e +

CLUSTOM Coastal Technologies CitiShip
DATABASE Earlanc Paracox
EMWIRCOMMENT ficrosoft Windowys
GRAPHICS Z-SOFT PhatoFinish
HD Coastal Technologies HELPIDesk

HELP DESK Coastal Technologies HELPIDesk

s ficrosoft hS-Dis

PIk Chronologic Instant Recall
REPORT WRITER  [Concertric Data R&R

ZHELL Symantec Marton Desktop
SPREADSHEET Lotus 1-2-3

«| |

The Software Table contains type, manufacturer, product name,
version, price and warranty fields. Click OK to load the selected table
entry into your software window.

The Print button prints alist of al entriesin the table, while Cancel
closes the table without updating your software window.

Edit
The Edit button loads the selected item into the Software Window and allows

you to change the information. For a complete description of the fields, refer to
the Add text above.

Delete

Click this button to delete the highlighted piece of software.
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House

Click the House button to access house software. This enables you to move a
piece of software from house inventory into the current configuration.

= House Software - 39 found - |~
5 5 Fro 5 +
CLISTOM Coastal Techhologies: Citiship Add
DATAEASE Earland Paradox i
DATABASE Borland dBase | [ B
DATAEASE Earland dEaze I+ Delete
DATAEASE Microzoft ACCESE +
«[ +
Currﬁguratiun:l-: Mane = |-<Nnt Linked= il Move
Type: [CUSTOM I
ype p Copy
Manufacturer: l::::astal Technologies
Product H z [CtiShi
roduct Hame |C i=hig Help
Description: Ehipping and Mailing List
Exit
versiun:l 3

The top portion of the window contains a scrollable list of all software in house
inventory. The scrollable lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an
existing item or delete an item, respectively. The M ove button takes the sel ected
item out of house inventory and movesit into the current configuration. If the
item in house inventory is part of a configuration, you will be asked if you want
to move the single piece or the entire configuration.

The Copy button allows you to create a number of copies of a piece of software
to match the number of licenses that were purchased. Thisway, you can move
the software to clients as needed and track the number of licenses remaining.
When you no longer have copiesin House Software, you know that all of your
licenses arein use.

= Software Copy

| Please enter the numhber of

copies needed.
| I

To use the Copy function, smply click the button, enter the number of copies
you want to make (the total number of licenses less one), and click OK.
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The Unlink button alows you to move the selected piece of software to another
client or to house inventory. If you are moving to another client and that client
has multiple configurations, you will be further prompted to select the desired
configuration.

Click this button to access help.

Exit
Click this button to close the software selection window.

The Help button (or F1) accessesthe help file.

The Exit button closes (or depending on your HDWINL.INI settings, minimizes) the Client
window.
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Client, Profile

Thisoption isaso used to locate aclient. Once aclient isfound, the Client Profile window is
opened. Thiswindow summarizes all information about the client, and includes scrollable listings
of all of the clients calls, hardware and software.

When this option is selected, the client search window will open. You can retrieve aclient by any
of the five methods listed in the window. Click the radio button next to the field you wish to
search for, enter your search criteriain the entry box, then click Sear ch.

If no match isfound, a message will be displayed indicating same, and you will be returned to the
client search window.

If multiple matches are found, the Select Client window will open.

= Select Client - 6 found
!__

Baccardi, Mz, Tina PLEve Surfuaeat Wildweood

Bacchus, Mz, Larraine Acme Lazer Cannons Lanzing hl

Eackner, k. Bil Plutonium Enginesting Partland OR
Baclaweski, Mr. Wictor Minizoft Corporation Feecrnarc 1A,
Bacan, Mr. Kevin W, Lambda Chi &lpha Fraternity Indianapoliz Ird
Bacrett, M=, Lisa | Iniversity of Pittshurgh Pittzhburgh Pa,

The buttons on this window work as follows:

Add Opens the client window and adds a new client record.
OK Selects the currently highlighted client and opens the profile window.
Cancel Closesthe select client window and returnsto client sear ch.
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The Profile Window

Client Profile - Ms. Tina Baccardi - [1 of 5]

Client: Eaccardi, Ms. Tina kNLrl.f'-.l'EIEIEj Calls: E
Uitz Surfawesr | BRONZE [531/95
0 555-3092 vice President
Timre of TR [Priorf : ; Techuician
09/26/94 0257pm 1 F D4/26/85 15020318 FRANK (ols
0711094 101 daim 2 C 07111184 15020317 |PETER D
0425094 0242pm 3 C 0425184 15020314 |KEITH R
«[ +

She was running Windows and her computer locked up. When she tried to reboot, the root directory
as trashed.

|_Resoiution_|

had her create a boat disk from anather PC and reboat her machine swith it Drive C was completely
unrecognizable to DOS. | then had her try copying Morton Disk Doctor onto the floppy and then run
MOD. | gave a zeties of error messages which it ultimately attempted to rectify. The machine was

Configuration anafaciaret Product Na ke
Pzt ZD-RChd Sory CO2H4 700 2 CD-ROM
Pzt COMPUTER Cateveay 2000 45EDX2IEE Towver PC
Motekbook COMPUTER IEhA ThitikPad T50C 456 Motebd
+

«[ +

Frufactyrer Prodyct Name
hdain WiORD PROCESSINCMavell WiordPerfect
hain HELF DE=K Coastal Technologies HELPIDesk
hain Pl Chranologic Instant Recall ¥
« | -

Description of functional areas

Button Bar The buttons at the top of the window allow you to
access (add, edit and delete) any datarelated to the
client.

Client Summary This area shows basic client information such as

name, company or department, phone number, title,
account number, support contract type and
expiration, and the number of calson file.

Call List Thisscrolling arealists al calls for the client.

Call Detail This area shows the problem and resolution of the
cal that is highlighted in the Call List.
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Hardware List Thisisascrollablelist of al hardware linked to the
client.

Software List Thisisalist of al software linked to the client.

Descriptions of buttons
For complete details, refer to the button descriptions for the client window.

<>

Previous and Next move through the clients in the current retreival set.

The Client button opens the client window alowing you to view or edit all of the
client’s information.

The Notes button allows you to view or edit the notesfield for thisclient. Thisisatext
field which will accept up to 64,000 characters.

o

The Phone Number s button allows you to view, add or edit any phone numbers (phone,
fax, modem, pager) for this client.

[i]

_|

he E-mail button allows you to view, add or edit this client’s e-mail addresses.

The Calls button opens the call window and loads it with the call that is highlighted in
the Call List. From here, you have full accessto al call information, including activities,

referrals and the survey.

The Add Call button alows you to add anew call. By default, the call will be linked to
the current client.

The Configurations button opens the configuration selection window. From here you
can create or edit a configuration and access the hardware and software contents of
each configuration.
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foind

The Har dwar e button is used to access the hardware that is linked to this client,
regardless of the configuration it is part of.

G

The Softwar e button opens the software selection window, listing all software linked to

this client.

2

The Help system is accessed by this button.

The Exit button is used to minimize or close the profile window.

The profile window can be set to minimize or close
upon exiting the window. The change can be
made by editing HDWIN.INI as follows:
[ProfileWindow]

Exit=minimize or close

HDWIN.INI can be found in your \WINDOWS
directory.
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The Call Menu

Add Ctrl+A
Find...

Goto

Open List

Call, Add

Select this option to add anew call. If aclient window is open, the call will automatically be
linked to that client.

= Call # 15020318 v |~

Time quaII:|IZI9.fEEIEI4 |nz:5? [ Cliem:lhﬂs. Tina Baccardi

Problem: |She was running Windows and her computer locked up. When she
tried to reboot, the root directary was trashed. Delete

Search

Previous

(:ategury:|5 |;||50FWARE Last Update: |u4:25:95 e
Subject: [Corrupt files | 12] Technician:|FRANK 12] |

Product: [D0S | |;|
Priority:[1_| [#]Mission Critical nink
Resolution: || had her create a boot disk from another FC and reboot her machine Help |
ith it. Drive Cwas completely unrecognizable to DOS. | then had her Exit

ry copying Mortan Disk Doctar onto the floppy and then run KNOD. It gave
a series of error messages which it ultimately atempted to rectify. The
machine was then ahble to boot from the hard disk, but most ofthe

LT VY | DR | RPN I | SV LTy | I V1| PR

Res. Code: [Restored from Backup | [ 2]
5tatus:|C t"CLDSED When:|ngr25r94 |n:3:3n [

Duration: |3 g Charge: |$.EIIZI
Addl Time: I Addl Chrg: |$.IIII:|
RMA Humher:l Add to solutions when closed: IN_

& a5 H|A|

e Referral | | 3013 |CLOSED  [09/26/84 [03a0pm |

The Call Window shows al information for the call. We will describe each field first,
then each of the buttons.
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Call Window Field Descriptions

Default Field Label

Description

Time of Call

The date and time of the call. These two fields are pre-
filled with the system date and time. The calendar
button allows you to select a date using your mouse.

Client

If the call is linked to a client, the client's name is
displayed here. When adding a call, the call is
automatically linked if the client or profile window is
open. An unlinked call is indicated by the message
“<not linked>".

Problem

Up to 64,000 characters of text describing the problem.

Category

The problem category. A drop-down table exists for this
field to validate the data.

Last Update

This date is maintained automatically by HELP!Desk. It
is updated each time the call is modified.

Subject

The subject of the call. A drop-down table exists for
this field to validate the data and ensure consistent data
entry.

Product

The product that the client is causing the problem. A
drop-down table exists for this field to validate the data
and ensure consistent data entry.

Priority

The priority of the call. The initial value of this field is
taken from the client’s priority field. A drop-down table
exists for this field to validate the data and ensure
consistent data entry.

Resolution

Up to 64,000 characters of text describing the resolution
of the call.

Res. Code

The resolution code is used to categorize the way in
which each problem was resolved. A drop-down table
exists for this field to validate the data and ensure
consistent data entry.

Status

The current status of the call. Some entries in this field
will pre-fill the “When” date and time, and also generate
network messages and ticklers. A drop-down table
exists for this field to validate the data and ensure
consistent data entry.

When

This is the action date/time for the “Status” field. Itis
used to indicate when a call was closed or when follow-
up or other activity should occur.
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Duration

The time taken to resolve the call. This is the actual
time spent working on the problem, not the elapsed
time between when a call was opened and when it was
closed. The duration is always displayed in minutes,

but can be entered in days, hours and .or minutes. For
example, 1 day, 2 hours and 35 minutes would be
entered as 1D2H35M. The program default Number of
work hours in day is used to convert the “day” entry
into hours.

Duration is accumulated automatically as long as the
call remains in edit mode.

Charge

The charge can be entered manually or computed
automatically. If computed, it's value is determined by
the duration, the client's minimum charge per call,
and the program default billing rate, billing
increment, minimum charge per call and minimum
charge per activity.

Addl Time

Any additional time that needs to be tracked, such as
time charged by an outside repair firm or consultant.

Addl Charge

Any additional charges that need to be applied against
this call, such as a repair bill from a service company.

RMA Number

A Return Materials Authorization Number that can be
assigned if the client needs to return merchandise.

Add to Solutions when
closed

If “Y” is entered here, this call will be marked for
inclusion into the Solutions database. Only calls that
have been added to the Solutions database can be
found when performing a key word search in the
Solutions module.

Call Window Buttons

or ]

The Add button alows you to add anew call. If the client or profile window is still
open, the new call will automatically be linked to the client. The call date and time will
default to the system date and time, and the assigned technician will default to the

currently logged-in user.

Click this button to make changes to the current call. If the call is open, then the

duration will continue to accumulate while you arein edit mode.

Click this button to delete the call. 'Y ou will be prompted to confirm your command.
Note: Deleting a call does not remove it from the Solutions database.
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This option allows you to search for calls.
= Call Search
) Call Date
gearchl
' Subject

= Product Cancel

' Follow-up Date
' Assignee

! Account Number
' RMA Number

' Resolution Code

|Nh-'15|

Click the radio button or field label of the field you wish to search by, enter your search
criteria, then click Search. If more than one match isfound, the Call Selection window
will open.

= Call Search - 2 found

Product Call Date |Subject oK I
MRS 11124195 Frirtir —
0241554 Prirtir

Cancel
[ | = \:
Client | Call #E1 &

Apout MS 502

He =aid he could nat print any reports from the system and he kept getting “Printer
Mot Ready" box. On the Computer System Information screen, showed "Printer: Mot

Resolution

=02115M84 1539 FRANMK = Called him back at the prescribed time, but he was gone.
He'll be back on Tuesday 0272294

=0228084 0910 FRAMK= They recently had a new netwark installed Cowith a new

From this window you would select the desired call and click OK. Notethat a
successful search changes theretrieval set of calls. From the call window, Next and
Previous will move you through the calls that were displayed in the window above.
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The Goto button alows you to quickly retrieve asingle call by call number (also called
work order number). Simply enter the number of the desired call and click OK.

= Goto Call

OK

Enter Call: —

Cancel

The Next button takes you to the next call in the retrieval set.

Previous takes you to the preceding cal in the retrieval set.

This button opens the Activities window. This module allows you to independently
track every step taken in the resolution of acall. While you are not required to use
activitieswith your call logging, doing so provides opportunity for better management
of technical staff and more accurate tracking of each technicians' workload.

Even if you choose not to use activities, HEL P!Desk creates a number of activities
automatically which it uses when generating response time statistics, network messages
and ticklers.

%mmwm ada

0426195 | 0324pm  Returned cal FRAMK

Delete

Reassign

Help
« | Exit

Start Date: 042655 Start Time:|03:24 prm
End Date: 042695 | End Time:| 03:25 prm
Duratiun:|1 Charge:w [ Auto Compute
Activity: Feturned call Technician: Priurity:
Status: Dates04/26/55 D40pm [ Tickle

Detail: Left message on voice mail

The Activities Window displays alist of all activitiesfor the current call. The
highlighted activity is shown in its entirety in the lower portion of the window. Thisis
also where data entry takes place when an activity is added or edited.
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Activities Window Field Descriptions

Default Field Label

Description

Start Date The starting date of the activity. It is automatically
set to the system date and cannot be changed.
Start Time The time the activity was created. It is set to the

current system time and cannot be changed.

End Date and

These fields are used to indicate when the activity

End Time was completed. If the fields are left blank, they will
be set to the system date and time when you click
the Save button.

Duration The time spent performing the activity. If left blank,
the elapsed time of the activity will be stored here.

Charge The charge to the client for this activity.

Auto Compute

If checked, the charge will be computed
automatically based on the duration, billing rate,
billing increment and minimum charge per
activity.

Activity A brief description or purpose of the activity.

Technician The name of the technician who performed the
activity.

Priority The priority of the call. Changes made here are
reflected back in the call window.

Status The status of the call as of the completion of this
activity. The call window is updated with this
status.

Date The date and time related to the status, such as
when the call was closed or when a follow-up call
should be made.

Tickle If checked, a tickler will be generated for the
technician named in the activity, with an event date
and time corresponding to the status date above.

Detail Up to 64,000 characters of text describing in detail

the action that was taken in performing this activity.

70

HELP!Desk for Windows

Menu Reference



Activities Window Button Descriptions

Default Button Label Description
Add Add a new activity.
Edit Edit the selected activity.
Delete Delete the selected activity upon confirmation.
Reassign This generates a special activity to reassign the call
to another technician.
= Reassign Call to...
Technician:l | |E| | oK I
Priority: |1 *| Mission Critical
|_I| ISSI0n LHTICa
Status: |[F | [#] [FOLLOW-UP
When: [D0/00/00 [
Tickle: [
When reassigning a call, you will be prompted to
enter the name of the technician who will be
receiving the call, as well as any changes in the
call's priority or status. If Tickle is checked, a
tickler will be generated for the receiving technician.
Help Opens the Help window.
Exit Closes the Activities window.
Save In add/edit mode, saves the current changes.
Save/Exit In add/edit mode, saves the changes and closes
the Activities window.
Cancel In add/edit mode, cancels editing without saving the

changes.
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The Calls button opens the Call Selection window, which lists all calls in the current
retrieval set.

= Call Browse
Call Date  |Time of Call \Priority |Subject

0972634 0257 pm 1 Corrupt files
07194 101 dam 2 Data problem
0472594 0242pm K] Feparting

View

Help

Exit

«| | -

Client r-ns. Tira Baccardi Call # F S020318

Problem

=he was runhing Windows and her computer locked up. When she tried to reboot,
the root directary was trashed.

Resolution

had her create a boot disk from anather PC and reboot her machine with it. Drive
C: wyas completely unrecognizable to DOs. [then had het try copying Maorton Disk
Doctor onto the floppy and then run MDD, | gave & series of error messages which
't ultitnately sttempted to rectity. The machine was then able to boot fram the hard

The calls are listed in the upper portion of the window. The problem and resolution of
the highlighted call are shown below. A horizontal scroll bar allows you to scroll
through al of thefieldsinthe cal. A vertica scroll bar, when required, allows you to
scroll through all calsin theretrieval set.

Click the View button to load the selected call into the call window, where it may be
viewed or edited.

This button allows you to link acall to aclient. |f you want to move a call from one
client to another, you must first unlink from the origina client.

= Link Call #15020318

| Link Call to Ms. Lorraine Bacchus?

0K |§earch

If aclient or profile window is open, you will have the opportunity to link the call to that
client or search for any other client. If no client or profile window is open, you will be
put into search mode to find a client.
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Unlink allows you to remove the link a call hasto a particular client, or change the link to
adifferent client. Unlink generates the following dialog box:

= Unlink Call #15020318

| Unlink Call from Ms. Tina Baccardi?

0K | Move

OK will break the current link and leave the call without alink to any client.

Move will unlink the call from the current client, and open the client search window so
you can find anew client to link it to.

Cancel will leave the existing link intact.

Click the button to access the help file.

Click this button to close (or minimize) the call window. Whether the window is closed
or minimized depends upon the following setting in your HDWIN.INI file.
[CallWindow]
Exit=close or minimize

Client button. Click this button to open the client or profile window showing the client
this call islinked to.
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=

Referrals button. Click this button to create areferra for this call or see alist of
previoudly generated referrals for the call.

= Referrals - 1 found

Hefarrad Date |Time Refarrad by |[Heferred to
09/26/94 03:41 pm FRARME Sales Departmernt

« 1
Referred Date |09/26/34 Time |02:41 prn

Referred by |FRANK E3 Referred to [Sales Department

Comments |'u“-Ie need to make sure our clients have backups!

Referrals are used when people or groups outside the technical staff need to be made
aware of an issue contained inacall. For example, if acustomer suggests a product
enhancement, the help desk staff may log and close the call, but the customer’s
suggestion needs to be seen by the product development staff. A referra to product
development will ensure the suggestion is seen.

Referrals Window Field Descriptions

Default Field Label Description

Referred Date Date the referral was generated. Defaults to
current system date.

Time Time the referral was generated. Defaults to
current system time.

Referred by The person making the referral. Defaults to the
current technician.

Referred to The department, group or person who will be the
recipient of the referral.

Comments The reason for the referral.

Under Reports, Referral Reporting you can generate detailed reportslisting al calls
that have been referred to a specific group or person within a date range you specify.
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Survey button. Click this button to record responses to customer satisfaction surveys.
This feature allows you to quantify your customers' satisfaction with the help they
receive from the help desk. The survey entry screen isasfollows:

Satisfaction Survey Heport

Survey Date: [04/27/95

Client: |w|s. Tina Baccardi

Score: [ RE

Logged by [<EITH

&

Hotes:

Cancel

Survey Window Field Descriptions

Default Field Label Description

Survey Date Date survey was taken. Defaults to current
system date.

Client Name of the person who was surveyed. Defaults
to the client who the call is linked to.

Score Satisfaction rating given by the client. A table
exists for data validation.

Logged by The name of the person who surveyed the client.
Default is the currently logged-in user.

Notes Up to 64,000 characters of text describing the
customer’s response.

Once a survey has been entered for a call, the button will change to - Only one
survey entry is permitted per call, but it can be edited as needed.

Reports are available to list calls with surveys, without surveys, with certain scores, etc.
Choose Reports, Survey Reporting for acomplete list of available reports.
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Al

Tickler button. Click this button to generate atickler. This button and the button
on the toolbar perform the same action, except this tickler button uses information from
the call to provide default values for many of the fields.

List of Ticklers - 3 found

List of Ticklers For .| FRANK

Event Date |[Event Time [Tech Name [Event Description A

0426595 0400 g FRARE Call #15020218 Return o
0452795 11:01 am F R M Call John Siminz about b
042695 0400 grn F Rk Call# 15020318

«| |

Tech Name: [FRANK | 2]

BEvent Date: ID#IEEIQE Bvent Time: IIIId:IZIEI [am

Event Description |Ca||# 15020318

Tickler Window Field Descriptions

Default Field Label Description

Tech Name Name of person who will receive the tickler.
Default is the assignee of the call.

Event Date The date the tickler becomes due. Default is
the status date of the call.

Event Time The time the tickler becomes due. Default is
the status time of the call.

Event Description The purpose of the tickler. Default is the call
number of the current call.

The drop-down at the top of the window defaults to your log-in name so that your
ticklers are displayed. |If your security access rights allow, you may use the drop-down
to select another technician and view his or her ticklers. Regardless of your security
level, you can dways generate atickler for any technician.

Remember...

You must run the HDALERT program if you want

automatic notification whenever a tickler is due.
|
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Call, Find...
This option is used to retrieve an existing call. Y ou have achoice of eight fields to search on, as
indicated in the call sear ch window below.

= Call Search
' Call Date
§Earchl
' Subject

@ Erﬂdum Eancel

' Follow-up Date
) Assignee

' Account Humber
' RMA Number

' Resolution Code

|Nh-'15|

Click the radio button or field label of the field you wish to search by, enter your search
criteria, then click Search. If more than one match isfound, the Call Selection window
will open.

= Call Search - 2 found

Product Call Date |Subject

Ml 11/424/93 Priritirm
0218184 Priritir

+«[ | +
Client | call #/515

Ahout MS 302

He 2aid he could not privt any reports from the system and he kept getting "Prirter
Mot Ready” box. On the Computer Systemn Information screen, showed "Printer; Mot

Reszolution

=02118M84 1539 FRAMK:= Called hitm back at the prescribed time, but he was gone.
He'll be back on Tuesday 02722094

=0228084 0910 FRAMK= They recently had a new netwark installed Cowith a new

From this window you would select the desired call and click OK. Notethat a
successful search changes theretrieval set of calls. From the call window, Next and
Previous will move you through the calls that were displayed in the window above.
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Call, Goto
This option allows you to quickly retrieve asingle call by call number (also called work order
number). Simply enter the number of the desired call and click OK.

= Goto Call

Ok
Enter Call: | | ==

Cancel

If the call isfound, it will be displayed in the call window.

Call, Open List
The Open List shows a selection window of al open or pending calls (your own, someone else’s,
or everyone's).

= of Ope 7 B o I | -
List of Calls For ..|FFANK ® Open () Pending (! Both

Call Date |Time of Call| Priority |5 ubject Py View
0307 35 1213 pn 1 Appending Calls to Techhician CH —
030735 03:51 am ] AH Ack led
03/05/95 11:25 pm 1 Appending Calls to Technician L cknowledoe
0972604 0257 pin 1 Corrupt files D
OR20/94 0925 5 Error - Type hMizmatch HE Refresh
0505594 1848 3 Drata problem HE
014 494 10:53 1 Acvertizing HE[ | Help
0519535 10:03 & 2 crozs linked mema fields123456 HE[ 3

«| | = Exit

Client r-.ﬂs. Tina Baccardi Call # ﬁ S20218

Che was runhing Windowves ahd her computer locked up. When she tried to reboot, the root directary
as trashed.

had her create a boot disk from another PC and reboot her machine with it. Drive C: was completely
Lhtecognizable to DOS. 1then had her try copying Morton Disk Doctor onto the flopgpy and then run
MDD, | gave a series of error meszages which it ultimately sttempted to rectity. The machine was
then ahle to koot framm the hard disk, but most of the directaries had been convetted to files.

Current a5 of Apr 30, 1995 5:38 pm

By default, this window shows only open calls assigned to you. Y ou can select another
technician or ALL from the drop-down to see other open calls. The radio buttons alow you to
select open calls, pending, or both. For details on these call status options, refer to the Status
table under Utilities, Table Maintenance, Field Tables.

The selection window lists al of the calls that meet your criteria. Calls that have not been
acknowledged are show inred. These are calls that were logged by someone else, assigned to
you, and are waiting for you to acknowledge receipt of them. A call is acknowledged by viewing
it or by selecting it and clicking the Acknowledge button.
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The Refresh button updates the list and changes the “Current as of...” message to the current
date and time.

Details of the selected call (client, if linked, problem and resolution) are shown in the lower
portion of the window. Y ou can set the open calls window to open automatically when you start
HELP!Desk by making the appropriate setting under File, Preferences, Program Defaults.
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Inventory Menu

Hardwrare

Software

Inventory, Hardware, House
This option opens the hardware house inventory selection window.

Type: |—|ARD DISK

Brand: |Seagate

Model: [ST4031

Description: ISIIIIII tmk

Serial # PSQ?HEQB?S

Typa rand odel

HARD DISk Seagate ST4031

MOMITOR MEC i&]n]

MOMITOR MEC 40

MOMITOR MEC aF G

MORITOR MEC SFG

«[ | +

+

Configuration: |-< Mone = |-<Nnt Linked= =

Move

Help

Exit

4]

The top portion of the window contains a scrollable list of al hardware in house inventory. The

scrollable lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an existing item or
delete an item, respectively. The M ove button takes the selected item out of house inventory and
moves it into the current configuration. 1f no client window is open, the M ove button will be

disabled. If the client has multiple configurations, you will be prompted to select the desired

configuration. If the item in house inventory is part of a configuration, you will be asked if you
want to move the single piece or the entire configuration.

Add and Edit both open the hardware entry window, which is described in the next section.
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Inventory, Hardware, Find

This selection opens the hardware search window. Y ou can search for hardware by any of six
criteria. Simply click the radion button of the desired search method, enter your criteriaand click
the Sear ch button.

= Hardware Search

(= Type

Search

' Brand

Cancel

' Model
' Serial Humber
' Asset Tag

! PO Humber

COMPUTER

If multiple matches are found, the hardware sel ection window will open.

= ElE ardwrare 1 1 il
Type rand odel
COMPUTER IEh ThinkPad F50C
COMPUTER |Ga‘tewa3.-' 2000 4560266
Delete
« 1 i Elauy
+*
Configuration: Motebaak Mz. Tina Baccardi = .
1 | Unlink
Type: ICDMF'LITEH
Brand: |EM
Help
Model: ThinkPad 750C
Description: 456 Motebook, active matrix dizpla
ptian: { Bey Cancel
Serial #: '4EIEEEIF4539 3

Description of Buttons

Edit
The Edit button loads the selected item into the Hardware Window and allows you to
change the information.
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= Hardware Entry

Configuration: Motebook Mz. Tina Baccardi
Type: COMPUTER
Brand: |EM
Model: I'I'hinkPad Fa0c Save
Description: |48I3 Matebook | active matrix display —
Serial & '4EISEIF4539
Azzet Tag: W Help
Shared ?: IN_| |£| N:u - Single U=er
Purch Date: I’IEJ‘DT PO Humber: I—
Price: Im Yendor:
Warranty: W Warranty Exp: IWDT
Service Cude:lZlE Suc Expires: W
Depreciate: I. Curr. Value: I—I:I

Browse

Cancel

Hardware Entry Field Descriptions

Default Field Label Description

Configuration The name of the configuration and the client (if
linked) are displayed here.

Type The type or category of hardware.

Brand The brand or manufacturer.

Model The model name or number.

Description The description of the hardware.

Serial # Serial number.

Asset Tag The assigned asset tag of the hardware.
Shared This field is used to identify equipment that is

shared by several clients, such as a network
printer. If the equipment is not shared, enter “N”.
If it is shared, enter “P” or “S” for primary or
secondary, respectively. Each piece of shared
equipment should be listed under each client
who shares it. This field should be marked “S”
for all but one client, who should be “P”. In
reports, the hardware will be listed under each
client, but will only be added to totals if the
Shared field is “N” or “P”.

Purch Date Purchase date.

PO # Puchase order number.

Price Purchase price.

Vendor Company the hardware was purchased from.
The drop-down for this field accesses the vendor
table.
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Warranty

The length of the warranty period. Enter a
number followed by “Y” (years), “M” (months) or
“D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the
warranty period will be used to compute a default
value for the next field, warranty expiration date.

Warranty Exp

Warranty expiration date. A default value is
computed if Purchase Date and Warranty fields
contain data.

Service Code

Identifies the company which is responsible for
servicing the equipment. The drop-down list
accesses the Service Company table.

Svc Expires

The date the service contract on this equipment
expires. Reports can be generated giving you
advance notice of when warranties and service
contracts expire.

Depreciate

Check this box if the value of this equipment is
depreciated over time.

Curr. Value

The current (depreciated) value of the equipment.

Browse

While entering data into the hardware window, you can click the Browse button

to access the hardware table. The table can contain the basic descriptions of
equipment that is widely used by your clients, thus speeding data entry.

= Hardware Table - 12 found

Type
CD-FChd

rand
Sohy

odal
Ch2x4700

+

COMPUTER

Catesay 2000

45602056

HARD DISk

Seagate

ST3953

harddrive

gatesneay

G:54:34-dedd

harddrive

gatesneay

7894 2cvsd

keyboard

gatesneay

14357

KEYBOARD

Catesay 2000

14357

ronitor

gatesneay

1024

MORITOR

MEC

aF G

RCOLISE

Microsoft

cri=lrd

SOUND CARD

Logitech

Soundman Waigve

OK

«| |

The Hardware Table contains type, brand, model, price and warranty fields.
Click OK to load the selected table entry into your hardware window.

The Print button prints alist of al entriesin the table, while Cancel closesthe
table without updating your hardware window.
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| Delete

Click this button to delete the highlighted piece of hardware.

Mowve

The Move button will take an unlinked (house inventory) item and link it to the
client shown in the Client or Profile window. This button is disabled unless
there is an open client or profile window and the current inventory itemis
unlinked.

| Unlink

The Unlink button allows you to move the selected piece of hardware to
another client or to house inventory. If you are moving to another client and
that client has multiple configurations, you will be further prompted to select
the desired configuration.

Click this button to access help.

Cancel

Click this button to close the hardware selection window.
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Inventory, Software, House
This option opens the selection window of house software. House software is any software
entry that is not linked to aclient. It may be part of a configuration.

= House Software - 39 found - |~
Fro Fme +
CLISTOM Coastal Techhologies: Citiship Add
DATAEASE Earland Paradox i
DATABASE Borland dBase | [ B
DATAEASE Earland dEaze I+ Delete
DATAEASE Microzoft ACCESE +
«[ +
Currﬁguratiun:l-: Mane = |-<Nnt Linked= il Move
Type: [CUSTOM I
ype p Copy
Manufacturer: l::::astal Technologies
Product H z [CtiShi
roduct Hame |C i=hig Help
Description: Ehipping and Mailing List
Exit
versiun:l 3

The top portion of the window contains a scrollable list of al software in house inventory,
regardless of configuration. The scrollable lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an existing item or
delete an item, respectively. The M ove button takes the selected item out of house inventory and
moves it into the current configuration. 1f no client window is open, the M ove button will be
disabled. If the client has multiple configurations, you will be prompted to select the desired
configuration. If the item in house inventory is part of a configuration, you will be asked if you
want to move the single piece or the entire configuration.

The Copy button allows you to create a number of copies of a piece of software to match the
number of licenses that were purchased. Thisway, you can move the software to clients as
needed. When you no longer have copiesin House Software, you know that all of your licenses
arein use.

= Software Copy

| Please enter the numhber of

copies needed.
| | Cancel

To use the Copy function, simply click the button, enter the number of copies you want to make
(the total number of licenses less one), and click OK.
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Inventory, Software, Find
This selection opens the software search window. Y ou can search for software by any of six
criteria. Simply click the radio button of the desired search method, enter your criteriaand click
the OK button.

= Software Search

(= Type

' Brand

' Model
' Serial Humber
' PO Number

) Asset Tag

|I_J-RN

If multiple matches are found, the Select Software window will open.

= Select Software - 43 found nn
Pra ame &
Lan Movell Metvware 356
LA Mawvell Metweare 356 Edit
Lan DEC Pathworks j
LA Microzott Windosy s iorkgroups Delete
*
«| | + Faun
Configuration: l‘-.ﬂain l‘-.ﬂs. Dekorah J. Johnsoh (i
Type: Lan — [Unlink
Manufacturer: I‘\h:uvell ]
Help
Product Hame: Metvware 356
Description: |
Version: b.*l 1
Edit

The Edit button loads the selected item into the Software Window and allows you to
change the information.
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= Software Entry

Configuration: l‘-.ﬂain |<NDt Linked=
Type: LAN
Manufacturer: I\Ju:uvell
Product Hame: '\letware 386 Save

Description: |

Browse

Yersion: b.1 1
Serial # | Help
Shared?:[4 | [#]| MNa - Sinale User
Asset Tag: I—
Purch Date: [00/00/00 PO Humber:|
Price: I—IZI VYendor: I:rm
Warranty: I— Warranty Exp: W
Service Code: Service Exp: W
Lic. Starts: W Lic. Ends: W
Depreciate : r Curr. Value: I—D

Cancel

Software Entry Field Descriptions

Default Field Label Description

Configuration The name of the configuration and the client (if
linked) are displayed here.

Type The type or category of hardware.
Manufacturer The brand or manufacturer.

Product Name The product name or model.

Description The description of the software.

Version Product version.

Serial # Serial number.

Asset Tag The assigned asset tag of the software.
Shared This field is used to identify software that is

shared by several clients, such as an e-mail
program. If the software is not shared, enter
“N". If itis shared, enter “P” or “S” for primary or
secondary, respectively. Each shared program
should be listed under each client who uses it.
This field should be marked “S” for all but one
client, who should be “P”. In reports, the
software will be listed under each client, but will
only be added to totals if the Shared field is “N”
or “P".

Purch Date Purchase date.
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PO # Puchase order number.

Price Purchase price.

Vendor Company the software was purchased from.
The drop-down for this field accesses the
vendor table.

Warranty The length of the warranty period. Enter a

number followed by “Y” (years), “M” (months) or
“D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the
warranty period will be used to compute a
default value for the next field, warranty
expiration date.

Warranty Exp

Warranty expiration date. A default value is
computed if Purchase Date and Warranty fields
contain data.

Service Code

Identifies the company which is responsible for
maintaining the software. The drop-down list
accesses the Service Company table.

Svc Expires The date the maintenance contract on this
software expires. Reports can be generated
giving you advance notice of when warranties
and service contracts expire.

Lic. Starts The license starting date. This field and the
license ending date below are intended to help
you monitor your use of evaluation software.

Lic. Ends License ending date.

Depreciate Check this box if the value of this software is
depreciated over time.

Curr. Value The current (depreciated) value of the software.

Browse

While entering data into the software window, you can click the Browse button
to access the software table. The table can contain the basic descriptions of
software that is widely used by your clients, thus speeding data entry.
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= Software Table - 13 found

a Ml . . +*

CLUSTOM Coastal Technologies CitiShip
DATABASE Earlanc Paracox
EMWIRCOMMENT ficrosoft Windowys
GRAPHICS Z-SOFT PhatoFinish
HD Coastal Technologies HELPIDesk

HELP DESK Coastal Technologies HELPIDesk

s ficrosoft hS-Dis

PIk Chronologic Instant Recall
REPORT WRITER  [Concertric Data R&R

ZHELL Symantec Marton Desktop
SPREADSHEET Lotus 1-2-3

«| |

The Software Table contains type, manufacturer, product name, version, price
and warranty fields. Click OK to load the selected table entry into your
software window.

The Print button prints alist of al entriesin the table, while Cancel closesthe
table without updating your software window.

Delete
Click this button to delete the highlighted piece of software.

4

Move

i

The Move button will take an unlinked (house inventory) item and link it to the client
shown in the Client or Profile window. This button is disabled unless thereis an open
client or profile window and the current inventory item is unlinked.

i

Unlink

The Unlink button allows you to move the selected piece of software to another client or
to house inventory. If you are moving to another client and that client has multiple
configurations, you will be further prompted to select the desired configuration.

Help
Click this button to access help.

d

Cancel

i

Click this button to close the software selection window.
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The Communications Menu

Metwork Messaging Al+F3
Email Alt+F2

Communications, Network Messaging (Alt+F3)
This option alows you to send messages across a Novell network. Y ou can send messages to
6\?\:\ e, a single LAN user, multiple users, or groups. Since this function uses Netware' s built-in
@“\&\\ messaging capability, the recipient of your message does not need to be running HEL P! Desk.
<€ Group conferencing between HEL P! Desk users adds an extra degree of functionality, enabling
your team to communicate effectively acrossthe LAN.

When this option is selected, the Messages window will open.

= Messages

Meszage: |'W'hat are we daing for lunch?

Groups: [¥ Include Sender's Hame  Lsers: [ Show Full Hames
&8 EVERYOMNE 2 b 8 FRANK

&8 THE_GANG 5 & KEITH
&8 TECH STAFF ah MAIREAD Cancel

3
&8 SANDY_&_MAIREAD 1 & NOT-LOGGEDHN
4

&8 PROGRAMMERS & FETER

| Begin Conference I Servers: |ET'I

Functional areas of the window

Message Thisis where you type your message. Up to 47
characters can be sent at atime.

Groups Y ou can select one or more groups to receive your
message. All members of a selected group who are
logged into the network will be recipients.

Include Sender’'s Name If checked, your name will be included with the
message. To send anonymously, uncheck this box.

Users Thislist contains the name of all currently logged-in
users. You may select one or more people to receive
your message. The triangle pointer appears next to
the name of the person who islogged into the
network at this workstation.

Show Full Names If this box is checked, the User list will show full
names, otherwise it shows log-in names.

Servers This drop-down alows you to select which server
you will send the messageto. Only people logged
into the selected server can receive your message.
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Click this button to send your message.

The receipt of messages can be blocked by the Netware command CAST OFF or through
options in Windows and OS/2. |f a user has disabled message reception, HEL P!Desk cannot
override that setting.

Beqgin Conference I

This button allows you to have a conference with one or more HELP!Desk users. Conferencing
can be very useful when you need to ask a quick question of another technician. A conference
normally begins with one user clicking the Begin Confer ence button, then sending a message to
someone asking him or her to do the same. This action will enlarge the Messaging window do
display each message asit is sent or received.

FRAHK [2]: Do you know how to convert WPS into RTF ?
KEITH [5]: Ye=, there is a SAVE AS option.
FRAHK [2]: OK, thank=

If the window fills, ascroll bar will appear allowing you to view the entire thread of conversation.

Menu Reference HELP!Desk for Windows

91



Communications, Email (Alt+F2)
This option alows you to send e-mail across a MAPI-compliant el ectronic mail system.

= Mapi Mail - Send E-Mail
— Address
(= Client Ms=. Tina Baccardi |tinab@nuwave.mm E

(" Technician | |i|

— Subject
Call# 140834

Message
Wie received your database files. As suspected, the file header is damaged on two of g

them. We are attempting to reconstruct them atthis time. | contact you when we have a

— Status

[ Request Receigt Send Mail

Functional areas of the window

Address Radio buttons allow you to select either atechnician
or client asthe recipient. Thetechnician nameis
selected from the drop-down. If you choose client, a
search window will open allowing you to find the
desired client. Once your recipient has been
identified, you can select the address from the
remaining drop-down. E-mail addresses are entered
from the client window, or for technicians, from the
security window.

Subject Enter the subject of the message.

M essage Enter the text of the message. Thisareawill scroll as
you type.

Status Thisareais used for status messages after you click

the Send Mail button.

Request Receipt Check this box to receive notification after the
message is delivered.

Once all information is entered, click Send Mail to post the message.

92 HELP!Desk for Windows Menu Reference



The REPORTS Menu

Client Reports »
Call Reports »
Inventory Reports  »
Heferral Reporting
Survey Reporting

Reports, Client Reports
This selection opens a submenu listing the following client reports:

Client List

Client Address Cards designed to print on Avery 5385 rotary cards
Client PhoneList

Client Summary

Reports, Call Reports
This selection opens a submenu of call reports. Some selections open an additional submenu.

Call Detail

These reports print the full text of the call including problem and resolution.
Call Detail
Call Detail with Activities

Call List
This report lists calls, but excludes the text of the problem and resolution.

Call Duration
These selections report the time spent actually working on a call.
Call Duration
Call Statistics by Client
Call Duration Summary by Account
Call Duration Summary by Category

Call Daysto Close
These reports count the number of days between opening and closing calls.
Daysto Close Summary
Call Daysto Close Statistics
Call Count by Days until Closed
Daysto Close Summary by Account
Daysto Close Summary by Category

Call Activity Summary
This report provides a summary of the number of calls that were opened or closed within
a specified time period.

Call Count per Month
This report counts the number of calls that were opened by month for a twelve month

period.

Phone Support Charges per Month
This report shows the total charges of all call per month for a twelve month period.

Call Response Time Report
This report shows time elapsed between the assignment of a call and acknowledgment
by the receiving technician.
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Average Response Time Report
Thisreport lists average call response time by technician for a specified time period.

Reports, Inventory Reports
This selection opens a submenu of inventory reports.

Hardwar e by Account
Lists hardware by account number.

Hardwar e by Department
Lists hardware by department.

Hardware by Warranty Expires
Thisreport is alows you to track the warranty expiration dates of equipment so that you
may make arrangements to have the equipment placed under a service contract.

Har dwar e by Service Expires
This report helps you plan service contract renewals.

Hardware Listing
This general listing may be generated for asingle account or al.

Hardware by Product
Lists hardware by product.

Hardwar e by Vendor
This report lists hardware by vendor and can be useful in negotiating volume discounts.

Hardware by Service Company
This report shows all hardware covered by a specific service company.

Hardwar e by Configuration
Lists hardware by configuration.

Softwar e by Account
Lists software by account number.

Softwar e by Department
Lists software by department.

Softwar e by Warranty Expires
Thisreport is alows you to track the warranty expiration dates of software so that you
may make arrangements to purchase extended warranties or maintenance contracts.

Softwar e by Service Expires
This report helps you plan service contract renewals.

Software Listing
This general listing may be generated for asingle account or al.

Softwar e by Product
Lists software by product.

Softwar e by Vendor
This report lists software by vendor and can be useful in negotiating volume discounts.
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Softwar e by Service Company
This report shows al software covered by a specific service company.

Softwar e by Configuration
Lists software by configuration.

Reports, Referral Reporting
Thisreport lists calls with referrals and can be directed to include only referralsto a specific
group or department.

Reports, Survey Reporting
This report lists calls with customer satisfaction survey results. It is used by management to
gauge overall customer satisfaction and can be the basis for changes in training, staffing, etc.

General Reporting Information
The following information provides a genera description of reporting.

When areport is selected, the Print Options window opens allowing you to specify report
destination and limiting criteria for selecting the data that will be reported.

Setup Cancel | Call Detail Reports

— Destination
(= Calls by <General> () Calls by Product (! Printer
(1 Calls by Acct # (") Calls by Subject

(I Calls by Call Date (I Calls by Technician
() Calls by Client () Calls by Priority

(e Screen

[ Exact Match ~ Client Criteria
[ Call Date (1 Single Client
(1 All Clients

{1 Unassigned Only
[ Last Update (= All Calls

[ when

[ Status - Calls Status Selection

[ Category
[ Product

[* Show OPEH Calls

[ Subject [* Show PEHDING Calls
ubje

[ RiEcie e [® Show CLOSED Calls
echnician

[ Acct #
[ Priority
[ Res. Code * [ Calls w/ Satizfaction Survey

[* Calls wio Satisfaction Survey

Each report’s Print Options will be dightly different, but can be generally described as having
one or more of the following functional areas:
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Buttons

OK Click this button to generate the report.
Setup Opens the Windows printer setup dialog, alowing you to
select aprinter.
Cancel Closes the Print Options window without generating a report.
Order The radio buttons in this section alow you to select the order

in which datawill be reported. Some reports have a
predefined order and consequently do not show this option.

Destination All reports may be directed to the screen or to aprinter. The
screen preview contains a Print button which allows you to
print the report after you have viewed it.

Filtering Criteria This section allows you to limit the information that will be
included on the report. Click the checkbox and enter criteria
for each field you want to use to limit the report.

For a character field such as Product, the filter attemptsto
match only the characters you typed, as a substring of the

data. For example, if you enter LASERJET | asyour criteria,
the report would include both LASERJET Il and LASERJET
I11. If youwant only exact matched to your criteria, check the
Exact Match checkbox.

Client Criteria These radio buttons control the scope of data under
consideration for the report. If you choose asingle client,
your will be prompted to select the client through the Client
Sear ch routines.

Call Status Selection These checkboxes further refine the scope of data that will be
included on the report.

Some reports, such as the Referral report, use asmaller criteriawindow with fewer options. An
exampleis shown below.

= Referral Report Criteria

[ Date Referred: | 00/00:00 |E] to |0000m0 [ el
— — () Printer

[ call Date: o000 [ to [oooooo (&

(=) Screen

[ Close Date onooro (B te [oooomo

[ Referred To: ﬂ 0K Cancel

As elsewhere in HEL P! Desk, the calendar pop-up can be used to enter dates. Tablesare
accessible from al fields with adrop-down list, such as Referred To above.
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When areport is directed to the screen, it is displayed in awindow similar to the one shown below.

= all Duration b Ateqo | -
Print Zoom Setup Help Exit
Call Duration by Category
i
Fage 1 of 1 Coastal TechniE=
05/03ms End-User Suppo
All Calls: Call Date: 14
Category # Call Average
=Linassighed Categany 102
COPERS g
1
1
HARDVARE 15
IMFORRMATION 50
OTHER 2 >
(K21 >

Description of buttons

Default Label

Description

Print This button will print the report you are previewing.

Zoom Allows you to enlarge or reduce the image. Any changes in the
zoom setting affect the size of the printed image. The report is
repaginated whenever the zoom setting is changed or the window
is resized.

Setup Access the Windows Printer Setup dialog box.

Help Click this button to access the help system.

Exit Closes the report window.

Use Page Up and Page Down to view different
pages of the report. The scroll bar moves the
viewport on the current page.
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The UTILITIES Menu

Solutions 3
Pack & Reindex Ctrl+Alt+F1
Training Ctrl+T
Bulletin Board Ctrl+B
Ticklers

MetCensus® Import

Table Maintenance 3
Security

Utilities, Solutions
This option opens a submenu which allows compl ete access to all functions of the
knowledgebase / solutions module.

Find Solutions Ctrl+5
Browse Solutions

Append New Solutions

View Graphics Ctrl+G
Modify Graphics Database
Bebuild Solutions Index

Utilities, Solutions, Find Solutions (Ctrl+S or )
Choose this option to open the solutions search window, pictured below.

= Solutions Search

Search Text: | keyhoard

[ Use searchtext as a phrase

Search I | Cancel Help

Enter the words or phrase you are looking for. By default, any matching record will
contain al of the words you enter, in any order. If the Use sear ch text asa phrase box is
checked, then the phrase must exactly match text in the solution to be considered a

match.

If one or more matches are found, the Solutions window will open showing the first
match. The number of matchesisindicated at the top of the window, with counters for
text and graphics. The buttons and fields are described below.
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refmove one or mare of the parameters.

= 1 1 il
— Matches
Text: 10 Graphics/Animation: 1 Add
Call Date: [10/08/93 Time of Call: [10:21
Category: [5 | [#] |SOFTWARE Delete
Subject: [0S/2 Errar | 2] Hext
Product: [HELFIDesk 2.0 | (2] Previous
Res. Code: |Modified DOSMIN Configuratio] | 2] Search
Technician: [FRANK | [ #] Date Added: |IZIEIEIEI95 Browse
Solution: |[Running HELPIDesk 2.0 under OS/2, user got the i
Bffor ressage 5Y3 2237, which has something to =TT
o with the DOS kernal. To salve the problem, Help
SET HELPDESK=/CHO, 1 00%/QUACPA I
Ifthat warks, you may want to have the customer Exit

[fthere is a problem shelling out, SET
SHELLEY=0WVERLAY. Record:

[ om0 |

Solutions Window - Button Descriptions

Default Button Label Description

Add Manually create a new solution. Solution text may be typed
or pasted from the Windows clipboard.

Edit Edit the current solution.

Delete Delete the current solution.

Next Display the next solution. The Record indicator shows your
relative position within the retrieval set of matching records.

Previous Display the previous solution.

Search Enter new key words to search again. You may want to
add to your original criteria if the number of matches is too
large to be practical.

Browse Browse through the solutions or images that meet your
search criteria. You will be prompted to select the type of
matches you want to peruse.

= Select ltems to Browse
| Graphics | Cancel

Graphic Display the next graphic image that meets your search
criteria.

Help Display the Help window.
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Solutions Window - Field Descriptions

Default Field Label Description

Call Date The date of the call (if the solution was created from
a call).

Time of Call The call time.

Category The category of the problem.

Subject Subject of the problem / solution.

Product Product which is related to the problem.

Technician The technician who entered the solution or resolved
the call.

Date Added: The date the solution was added to the Solutions
database.

Solution The text of the problem and solution. If the solution
is from a call, this field is the combination of the
call's “Problem” and “Resolution” fields.

Utilities, Solutions, Browse Solutions
This option opens a selection window that lets you scroll through all of the
solutions.

= Browse Solutions

Automatic Timing
i@ Formulas APPLALISE
Client Templates HELFIDesk 2.06

Adverising BTZ2
BETA REQUEST HELFIDesk 2.0
Info Eval 1.2

« |

Browse Solutions - Button Descriptions

Default Button Description
Label

Add Click this button to manually add a solution. You
can either type in text or paste existing text from the
Windows clipboard.

Edit Click to edit the currently highlighted solution.
View Click to view the currently selected record.
Help Open the help window.

Exit Close the Browse Solutions window.
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Utilities, Solutions, Append New Solutions
Use this option to copy information from designated closed calls into the Solutions
database.

As calls are entered into the system, you can use the information in them to build a
knowledgebase to help you solve future problems. To designate a call for inclusion into
the Solutionsfile, enter “Y” inthefield “Add to solutions when closed?”.

What kinds of calls should be added?

Any call that contains valuable information that could be used to assist another
technician in solving a future problem should be copied into the Solutions database.
However, you should not include a new cal if the answer to the problem was found in
the Solutionsfile.

Adding call information into Solutions is atwo-step process. First, the call must be
marked for inclusion in the Solutions database. Then, you must use this menu option to
append the call information into Solutions.

Utilities, Solutions, View Graphics (Ctrl+G)

This option alows you to browse through the list of images that have been identified to
the HEL P! Desk solutions module. (Images are added by selecting M odify Graphics
Database, described below.)

Click the View button to see the selected image. Click Exit to close the window.

Utilities, Solutions, Modify Graphics Database

This option allows you to identify images to the HEL P!Desk solutions module. Thisis
done by entering key words, descriptions and filenames. HELP!Desk can display the
following image types: BMP (bitmap), GIF, PCX, TIFF, TARGA and DCX (fax format).

= 111 Ap Database bl
Key Word DescHplion 3
PC BOARD ISA Peripheral Board SA -
PC BOARD 3 LB Peripheral Board L it
Delete
Exnt
« | +

The Add and Edit buttons open the Modify Image Record window, explained below.
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Modify Image Record

Hey Word
Description
Image File

Chain To

: IF'C BOARD

: IISA Peripheral Board

: IISAF'EI.EIMF'

Browse

: IVLEI.EIMF'

| Browse |
[ Browse |

Browse

Description of fields
Default Field Label Description
Key Word A key word or phrase describing the image.
Both this field and the “Description” field are
included when searching for a solution.
Description A description of the image.
Image File The file name of the image. All images must
reside in the directory pointed to by the
PictureDir setting in HDWIN.INI.
[General]
PictureDir=directory name
Chain To Optional. If a file name is entered here, this
image will be displayed after the image
above. By chaining images, you can show a
series of pictures to explain a complex task
or subject.
The Browse Button

Click this button to select afile. You will first be prompted to select the image type.

Select Image Format

GIF | PCX

TIF | TARGA | DCX

Cancel

= Select Image File

Images Directons:
R:Develop HDWIN'DBASE!

software. bmp
splash.bmp
splash2 hmp
survdone. bmp
survey.bmp
sw-prof bmp
tickler. bmp
tickler2 brp
treeamp.brp

treenabrm. bmn

+

oK
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Y ou will then be prompted to select afile. Thedirectory isset inthe HDWINL.INI file. If
no settings exists, the default is the database directory.

Utilities, Solutions, Rebuild Solutions Index

This function alows you to reconstruct the special text searching indices that are used

by the Solutions module. If you have alarge number of solutions, this function may

take afew minutes. A progress bar will show the status of reindexing. The final 1% will
take the longest, as that is when the new index is written back to the disk.
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Utilities, Pack & Reindex (Ctrl+Alt+F1)

This option allows you to rebuild the index files that HEL P!Desk uses to speed dataretrieval.

Packing physically removes deleted records from the databases.

= Pack & Reindex Databases

! Index All Files

(® Select Files to Index :
[T Client File
[ Calls File
[T Software File
[~ Hardware File
[~ Passwords File

[T Tables File

[ Activities File
[~ Ticklers File
[ Configurations File

[~ Phone File

[T Back Data Files

Index

Cancel

You can index al files or click Select Filesto Index and check individua files. |If Pack Data Files

is checked, then the selected files will be reindexed and packed. A progress bar is shown to

indicate the reindexing status.

No other users can access the HELP!Desk files when reindexing.

Utilities, Training (Ctrl+T or @)
This option allows you to view, add or edit training schedules. Use this option if your group is
responsible for recommending training to your clients. Since HELP!Desk allows you to store an
unlimited number of schedules, you have complete flexibility in categorizing your entries. You
may want to enter a schedule for each category of classes, such as Word Processing or Database,

or you may choose to enter separate schedules for in-house classes and authorized third-party

seminars.
= il 1 i 1 1 1
Subject Last Update [Author
Database Seties 01720035 FRAMK
Spreadsheet Training 011995 FRAME Edit

View

Delete

Help

duldddg).

If Add, Edit or View is selected, the Training Schedule window will open.
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= Training Schedule

Author IFHANK X Allow updates by others
Last Update FHEEIIBE

Subject IDatahase Series

Datahase Design
An introduction to multiuser concepts
Jdan 24-25  CL-Z39

Warking with ODBC Cancel
Jan 2k CL-302

Training Schedule - Field Descriptions

Default Field Label Description

Author The name of the person who created this training
schedule. It is filled in automatically and cannot be
edited.

Last Update The date this schedule was last modified. This field
is maintained by HELP!Desk and cannot be edited.

Subject The subject of this training schedule.

(no label) This is a free-form text entry field where you would

enter the schedule and any associated comments.
Up to 64,000 characters may be entered here.

Allow updates by others If this field is checked, then anyone with training
schedule editing privileges will be allowed to modify
this record. If unchecked, then only the author and
users with supervisory privileges will be able to edit
or delete it.

Utilities, Bulletin Board (Ctrl+B or )

This option alows you to view, add or edit bulletins. Use this option to disseminate information
to other HEL P! Desk users. Since HEL P!Desk supports an unlimited number of bulletins, you
have complete flexibility in creating bulletins to suit your needs. Y ou may want to create bulletins
for weekly or monthly work schedules, project deadlines, upcoming special events, or the

solution to a particularly unusual problem. A specid bulletin referred to as the System Bulletin,
can be automatically shown to each user upon startup of HELP!Desk. To determineif the System
Bulletin will be displayed upon startup, select File, Preferences, Program Defaults from the
menu bar.
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= ElE u ; 1 1 -
Subject Last Update [Author
** |mpartant Motice ** 0530383 FRAME
Softball Schedule N5i05/85 BILLY BOB Edit

View

Delete

Help

daldddd].

If Add, Edit or View is selected, the Bulletin window will open.

Author IFHANK ™ Allow updates by others
Last Update FE.-’EISIBE

Subject I“'* Important Motice ™

Save

Bt

e have heen receiving a large number of calls from users who are having
problems retrieving customer information from our newe ordering system. It
seems hoth the manual and the on-line help are incarrect, specifying
Ctr+FZ to retrieve information. The correct sequence is Alt+F2.

Cancel

Bulletin - Field Descriptions

Default Field Label Description

Author The name of the person who created this bulletin. It
is filled in automatically and cannot be edited.

Last Update The date this bulletin was last modified. This field is
maintained by HELP!Desk and cannot be edited.

Subject The subject of this bulletin. If the subject begins with
double asterisk (“**"), then the bulletin is considered
the System Bulletin. (If more than one bulletin has a
subject beginning with double asterisk, then the one
that is alphabetically first will be the System Bulletin.)

(no label) This is a free-form text entry field where you would
enter the text of the bulletin or message. Up to 64,000
characters may be entered here.
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Allow updates by others

If this field is checked, then anyone with bulletin
editing privileges will be allowed to modify this record.
If unchecked, then only the author and users with
supervisory privileges will be able to edit or delete it.

Utilities, Ticklers

This option allows you to view, add or edit ticklers. Ticklers are reminders that you can use to
notify yourself or someone else of an important event. The HDALERT program must be running
in the background for you to receive notification.

Someticklers are be generated automatically by HEL P!Desk when certain events occur, such as
reassigning a call to another technician.

List of Ticklers - 3 found

List of Ticklers For ..|F RANK

04526535 04:00 prm

Event Date [Event Time [Tech Name [Event Description A

FR AR Call #15020315 Return o

04527135 11:01 am

F R M Call John Siminz about b

04526535 04:00 prm

FRARMK Call# 15020315

«| |

Technician [FRANK

| 2]

Event Date: |n4rz B35 Event Time: ||34:nn nm

Event Description: |Ca|| #148020318 Return call

Tickler Window - Field Descriptions

Default Field Label

Description

List of Ticklers For...

This drop-down allows you choose whose ticklers will
be listed. Unless you have “Tickle Supervisory” rights,
you can only view your own ticklers.

Technician The recipient of the tickler.
Event Date The day the tickler is due.
Event Time The time the tickler is due.

Event Description

The reason for the tickler.
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Utilities, NetCensus® Import

This menu option allows you to import inventory and client information from Tally Systems PC
Census and NetCensus programs.

For information on PC Census or NetCensus, contact Tally Systems Corporation at
603 643-1300, fax 603 643-9366 or visit www.tallysystems.com.

After selecting this option, you will be prompted to choose the method for importing data.

= Select NetCensus® Import Mode

(= Add NEW clientinventory from NetCensus® files

{1 Replace HELP!DeskK inventony with HetCensus® data

1 Combine existing inventory with HetCensus® data

Description of Options

Add... Clients and inventory information are imported from PC
Census or NetCensus for any clients not aready found in the
HEL P!Desk database.

Replace... New records are added as above. Existing clients' inventory

records are replaced with the PC Census or NetCensus
inventory information.

Combine... New clients are added as above. For existing clients, PC
Census or NetCensus inventory information is added to the
HELP!Desk inventory. If you were to run this option twice,
each client’ sinventory would be duplicated.

After you click OK, you will be prompted to identify the location of the PC Census or NetCensus

databases.
= Select the NetCensus Data Directory
File Hame: Dwrectornes:
I compon. dbf r:‘\appsinetcen
assettag.dbf |+ [=r i\ |+
choice._dbf L > apps m
class dbf = net
‘compon, dbf netcen
config. dbf 1 collect
dlabels.dbf £ dos
dozerrs. dbf £ env
ermors dbf 3 €31 fni 3
Lizt Files of Type: Drives:
[All Files (=.7) B | &= 1- ctl/apps: |5|
File Deszcription: File Information:
| E.276 10/14/33 12:43 PM
| Wi I Find IMakeDirIHenameI Delete I Config I FilaAssi
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Use thefile selection dialog to select the NetCensus or PC Census data directory. Choose any

filein the directory and click OK.

HELP!Desk will establish an ODBC connection to the databases, then begin importing the data.
The import function copies information into the HELP! Desk files. No changes of any kind are

made to the PC Census or NetCensus databases.

Utilities, Table Maintenance

These options alow you to edit the table entries that are displayed in the drop down lists that
accompany many fields. When this option is chosen, a submenu will display prompting you to

make afurther selection.

Field Tables
Hardware

Software

Yendor

Service Companies

Utilities, Table Maintenance, Field Tables

This option opens a selection/edit window that provides access to the majority of the

HELP!Desk tables.
= anle A Ena | -
Choose table to modify... pGiE LY E
. . ™ N
] [) 0 0 - ﬁdd
o COPIERS COPIER
H HARDAARE HARTIAR Edit I
| IMF R TION IMF ]
Delete
0 THER OTHER
5 SOFTYWARE SOFTYWR S
T TRAIMING TRAIN Help
TC TELECCOM PHOMES | Exit

From this window you would select the table from the drop down, Choose table to
modify. The optionsin the list mirror the field Iabels you have configured in File,

Preferences, Screen Design.

Each table gives you access to one of the situations described below:

Visible Columns

Explanation

Description

The entry in the table is used to fill or validate
the corresponding field in a window.

Code and Description

The entry in the “Code” field is used to fill or
validate the corresponding field in a window.
The “Description” field is shown to remind you
of the meaning of the “Code”.
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Code, Description and The entry in the “Code” field is used to fill or
Secondary validate the corresponding field in a window.
The “Description” field is shown to remind you
of the meaning of the “Code”. In the
“Category” table, “Secondary” is used to hold
an abbreviation of the description that will be
displayed on some reports. For the “Status”
table, “Secondary” must be “C”, “O” or “P”,
indicating Closed, Open and Pending
respectively. These values are used by
HELP!Desk to determine the actual status of
a call, regardless of the codes you create in
the “Code” field.

Utilities, Table Maintenance, Hardware
Choose this option to make changes to the Hardware table. Thistableis accessed by
the Browse button on the Hardware Entry window.

= ardware able w | -
Type rand odel i

CO-ROM Sohy CO2x4700 -

COMPUTER Gatesnay 2000 4560266

COMPUTER = ThirkPad 7500 Delete
HARD DI=K Seagate ST4031 4
HARD DISK Seagate ST5053 Help

+
« | > Exit
Type: |C0-R O Brand: |Sony

Model: |CD234 700 Curr. Value: |
Warranty |

Description: |2}{ CD-ROM drive (internal)

The upper portion of the window allows you to scroll through all entries, while the lower
portion is used to add a new entry or edit the highlighted one.
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Utilities, Table Maintenance, Software

Choose this option to make changes to the Software table. Thisisthetablethat is
accessed by the Browse button on the Software Entry window.

= 1 dIE w
Type anufacturer Product Name s | Add
DATABASE Eotland Paradox - | Edit
EMYIROMMERNT ficrosoft WWinco s

HELF DESK Coastal Technologies  |HELPIDesk | Delete
o= Microsoft M=-Di0= | Help
PltA Chronologic Instant Recall >

1 s et

Type: HELF DESK Manufacturer: |Coastal Technologies

Product Name: |HELPIDesk

curr. ‘Jalue:l 1,995.00

Description: |

Version: |3_|:| forWindows

Warranty |3EI days

The upper portion of the window allows you to scroll through all entries, while the lower
portion is used to add a new entry or edit the highlighted one.
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Utilities, Table Maintenance, Vendor
This option is used to edit entriesin the Vendor table. Thistable is accessed from drop-
downs on the Hardware and Software entry windows.

= Endo able il

Vendor A cfifress T
Cosstal Techhologies E15 Valley Ro

«[] 1 +
Yendor: ETI

Yendor: |C|:uastal Technologies

Address 1: [515 alley Road
Address 2: I‘-n::urltclair, MJ 07043-14035
Address 3: |

Phone: (201 744-2900
Contact: IGrar'lt
Account # [COASTAC 1

Products: l—IELF‘!Desk, Custom Applications, Training

Comments: |

Vendor Table - Description of Fields

Default Field Label Description
Vendor Vendor code.
Vendor Company name.
Address1 thru Address3 Mailing address.
Phone Telephone number.
Contact Contact name.
Account # Account number.
Products Products sold by or purchased from this
vendor.
Comments Any additional notes such as fax number.
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Utilities, Table Maintenance, Service Companies

This option is used to edit entriesin the Service Companiestable. Thistableis accessed

from drop-downs on the Hardware and Software entry windows.

able il

Vendor |Vendor

HEROX Herox Corpotation
CTIl Coastal Techhologies
SELF Self-Maintained
« | +
Yendor: EERO}{
Yendor: |}(eru:-x Corporation
Address 1: |425 Rezearch Drive
Address 2: Paln Afta, CA& 95215
Address 3: |
Phone: 415 555-3092
Contact: IGe-:urge Stefanapoulos
Account # [TE3954
Products: FCs, copiers
Comments: |
Service Table - Description of Fields
Default Field Label Description
Vendor Vendor code.
Vendor Company name.
Address1 thru Address3 Mailing address.
Phone Telephone number.
Contact Contact name.
Account # Account number.
Products Products sold by or purchased from this
vendor.
Comments Any additional notes such as fax number.
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Utilities, Security

This option allows you to build the database of authorized users of the HEL P!Desk software and
set each person’sindividual accessrights.

Select User Name; | |i|

Name: |F'ETE

Passworid: r”"*

LAN Name: |F'ETER

Mail Addr: |peteb@attmail@upitt.edu

TrvETG

i [l EeE) B

r Supervisor Field Validation: Ly
Bulletins K Access |+ Email
Calls Add -
Client Delete Phone
Field Lahels Edit =
Inventaory Heopen
Feporting SUperYisary Help
Security (Users/Passwords) EI Time Stamp 3

Select category Highlight to permit access Cancel

Security Window - Drop Down and Buttons

Default Label Description

Select User Name This drop down allows you to select an existing user to
view, Edit or Delete.

Add Click to add a new user.

Edit Edit the currently selected user.

Delete Delete the current user.

Copy Duplicate the current user record, excluding name and
password. This feature enables you to quickly create
users who have similar access rights.

Email Enter e-mail addresses for the current user. The
window that opens is identical the to Client window's e-
mail addresses.

Phone Enter phone, fax, pager and modem numbers for this
user.

Help Accesses the Help window.

Exit Closes the Security window.
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Security Window - Field Descriptions

Default Field Label

Description

Name HELP!Desk login name. Should match or be matched
by an entry in the Technician table.

Password Password for logging into HELP!Desk. Unless you are
editing this field, it will always display five asterisks. As
you type, it will display one asterisk per character.

LAN Name The name this person uses to log into the network.

Supervisor If this box is checked, this user will have full access to

every function in HELP!Desk. If unchecked, then the
access rights described below will be in effect.

Field Validation

This value is used to control data validation on fields
with drop-downs. Valid values are N, 1, 2 and 3.

N  No validation is performed. Any entered value
will be accepted.

1 If the entered value does not exist in the
corresponding table, it will be added
automatically. This option is not
recommended, because mistyped words and
inconsisten entries will clutter the table.

2 If the entered value does not exist in the table,
you will be notified and have the option of
adding it to the table. This is the best choice if
you are building tables dynamically while you
use HELP!Desk.

3 The entered value must match an entry in the
table. Choose this option if you want to restrict
data entry to values that have already been
added to the tables.

Setting Access Rights

Unless the user has been given Supervisor rights (by checking the Supervisor box above),
access rights must be granted for each function the user should be able to perform.

Zelect categary

Bulletins |+ Access L+
Calls Add -
Client Delete

Field Labels Edit

[rverntory Reopen

Reporting SUpEniSary

Security MWsers/Passwords) EI Time Stamp EI

Highlight to petmit access

First, select a category in the left window. The right window will then be loaded with permissions
that may be granted for that category. Click to highlight the permissions you wish to grant.
Repeat these steps for each category. Clicking a highlighted item de-selects it and revokes the

permission.

Menu Reference

HELP!Desk for Windows

115



Description of Categories and Permissions

Category Permission Description

Bulletins Access If not granted, the user will not be able
to access the bulletin module,
regardless of other settings in this
category.

Author
User can create new bulletins and edit
bulletins that have been flagged “editable
by others”.

Delete
User can delete his or her own bulletins,
and bulletins that have been flagged
“editable by others”.

Supervisory
User can edit or delete any bulletin.

Calls Access If not granted, the user will not be able
to access calls, regardless of other
settings in this category.

Add Add new calls.

Delete Delete existing calls.

Edit Edit open calls.

Reopen Reopen (edit) closed calls.

Supervisory From the Open Calls window, view open
calls for other technicians.

Time Stamp Edit the time stamp on calls and
activities.

Client Access If not granted, the user will not be able
to access clients, regardless of other
settings in this category.

Add Add clients.

Delete Delete clients.

Edit Edit client information.
Supervisory Not used.

Field Labels Access Access the File, Preferences, Screen
Design window.

Global Edit the global field labels.
Personal Create and edit personal field labels.
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Inventory Access If not granted, the user will not be able
to access inventory (configurations,
hardware or software), regardless of
other settings in this category.

Add Add new inventory.

Delete Delete existing inventory.

Edit Edit existing inventory.

Supervisory Copy software in the House Software
window.

Update House Update (add/edit/delete) house
inventory.

Reporting Access View and print any report. This setting
does not affect printing a window. It
only controls reports accessed from the
Reports menu.

Security Access If not granted, the user will not be able

(Users/Passwords) to access the Security window,
regardless of other settings in this
category.

Add
Add new users.
Delete
Delete existing users.
Edit
Edit existing users.
Supervisory
Copy existing users (using the Copy
button).

Solutions Access If not granted, the user will not be able
to access the Solutions window,
regardless of other settings in this
category.

Add
Manually add entries to the solutions
database.
Delete
Delete existing solutions.
Edit
Edit existing solutions.
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Tables Access If not granted, the user will not be able
to access Table Maintenance,
regardless of other settings in this

Add
Add entries to tables.
Delete
Delete existing table entries.
Edit
Edit existing table entries.
Utilities Archive Not implemented.

Global Update

Import/Export

Reindex

NetCensus

Tickle
Supervisory

Not implemented.
Not implemented.
Allows the user to rebuild index files.

Import data from NetCensus or PC

View ticklers for users other than

Note: Each user must be entered with a
unique name, and if the user is a technician,

%

Technician table.
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Window Reference
The following section details each of the mgjor windows of HEL P!Desk, in aphabetical order.
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The ACTIVITIES Window

Accessed from the Call window.

%mm_mm ada

04/26/95 0324 pm  Returned call FRAMK

Delete

Reassign

Help

«| |

Exit

Start Date: ﬁmams Start Time: | 03:24 pm
End Date: [04/26/55 End Times| 03:25 pro

Duration: |1

Charge:ﬁ.ﬂn [ futto Compute

Activity: Feturned cal

Technician: Priurit].i:

Status:[F | [#] Date:paszess D40pm [ Tickle

Detail: Left message on voice mail

The Activities Window displaysalist of al activities for the current call. The highlighted activity is
shown in its entirety in the lower portion of the window. Thisis also where data entry takes place when an

activity is added or edited.

Activities Window Field Descriptions

Default Field Label

Description

Start Date The starting date of the activity. It is automatically set to the
system date and cannot be changed.
Start Time The time the activity was created. It is set to the current system

time and cannot be changed.

End Date and

These fields are used to indicate when the activity was completed.

End Time If the fields are left blank, they will be set to the system date and
time when you click the Save button.

Duration The time spent performing the activity. If left blank, the elapsed
time of the activity will be stored here.

Charge The charge to the client for this activity.

Auto Compute

If checked, the charge will be computed automatically based on
the duration, billing rate, billing increment and minimum
charge per activity.

Activity A brief description or purpose of the activity.
Technician The name of the technician who performed the activity.
Priority The priority of the call. Changes made here are reflected back in

the call window.
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Status

The status of the call as of the completion of this activity. The call
window is updated with this status.

Date The date and time related to the status, such as when the call
was closed or when a follow-up call should be made.

Tickle If checked, a tickler will be generated for the technician named in
the activity, with an event date and time corresponding to the
status date above.

Detail Up to 64,000 characters of text describing in detail the action that

was taken in performing this activity.

Activities Window Button Descriptions

Default Button Label Description
Add Add a new activity.
Edit Edit the selected activity.
Delete Delete the selected activity upon confirmation.
Reassign This generates a special activity to reassign the call to another
technician.
= Reassign Call to...
Technician:l | |£| oK I
Priority: |1 *| Mission Critical o
I_I |_I I Cancel
Status: |F 2] [FOLLOW-UP
When: [00/00,00 [
Tickle: [
When reassigning a call, you will be prompted to enter the name
of the technician who will be receiving the call, as well as any
changes in the call’s priority or status. If Tickle is checked, a
tickler will be generated for the receiving technician.
Help Opens the Help window.
Exit Closes the Activities window.
Save In add/edit mode, saves the current changes.
Save/Exit In add/edit mode, saves the changes and closes the Activities
window.
Cancel In add/edit mode, cancels editing without saving the changes.
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The CALL Window
Accessed from the Client window, Main Menu or Button Bar.

= Call # 15020318 v |~

Time quaII:|IZI9.fEEIEI4 |nz:5? [ Cliem:lhﬂs. Tina Baccardi

Problem: |She was running Windows and her computer locked up. When she
tried to reboot, the root directany was trashed.

Categony |5 |;||50FWARE Last Update: |u4:25:95

Delete

Search

Previous

Subject: [Corrupt files | 12] Technician:|FRANK 12]

Product: |[D0S |12l
Priority: |1 | | #]|Mission Critical

Resolution: || had her create a hoot disk from another PC and rehoot her machine

ith it. Drive C:was completely unrecognizable to DOS. 1then had her
ry copying Mortan Disk Doctar onto the floppy and then run KNOD. It gave
a series of error messages which it ultimately atempted to rectify. The
machine was then ahble to boot from the hard disk, but most ofthe

LT VY | DR | RPN I | SV V| I RN D

Res. Code: [Restored from Backup | [ 2]

5tatus:|C t"CLDSED When:|ngr25r94 |n:3:3n [

Duration: |3 g Charge: |$.EIIZI
Addl Time: I Addl Chrg: |$.IIII:|
RMA Humher:l Add to solutions when closed: IN_

& a5 H|A|

| Activities
—

Calls

Unlink

Help
Ezit

e Referral | | 3013 |CLOSED  [09/26/84 [03a0pm |

The Call Window shows al information for the call. We will describe each field first, then each of the

buttons.

Call Window Field Descriptions

Default Field Label Description

you to select a date using your mouse.

Time of Call The date and time of the call. These two fields are pre-filled
with the system date and time. The calendar button allows

indicated by the message “<not linked>".

Client If the call is linked to a client, the client's name is displayed
here. When adding a call, the call is automatically linked if
the client or profile window is open. An unlinked call is

Problem Up to 64,000 characters of text describing the problem.

to validate the data.

Category The problem category. A drop-down table exists for this field
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Last Update

This date is maintained automatically by HELP!Desk. It is
updated each time the call is modified.

Subject

The subject of the call. A drop-down table exists for this field
to validate the data and ensure consistent data entry.

Product

The product that the client is having a problem with. A drop-
down table exists for this field to validate the data and ensure
consistent data entry.

Technician

The technician who is responsible for the call. This default
for this field is the name of the current HELP!Desk user. A
drop-down table exists for this field to validate the data and
ensure consistent data entry.

Priority

The priority of the call. The initial value of this field is taken
from the client’s priority field. A drop-down table exists for
this field to validate the data and ensure consistent data
entry.

Resolution

Up to 64,000 characters of text describing the resolution of
the call.

Res. Code

The resolution code is used to categorize the way in which
each problem was resolved. A drop-down table exists for
this field to validate the data and ensure consistent data
entry.

Status

The current status of the call. Some entries in this field will
pre-fill the “When” date and time, and also generate network
messages and ticklers. A drop-down table exists for this
field to validate the data and ensure consistent data entry.

When

This is the action date/time for the “Status” field. It is used to
indicate when a call was closed or when follow-up or other
activity should occur.

Duration

The time taken to resolve the call. This is the actual time
spent working on the problem, not the elapsed time between
when a call was opened and when it was closed. The
duration is always displayed in minutes, but can be entered

in days, hours and/or minutes. For example, 1 day, 2 hours
and 35 minutes would be entered as 1D2H35M. The program
default Number of work hours in day is used to convert the
“day” entry into hours.

Duration is accumulated automatically as long as the call
remains in edit mode.

Charge

The charge can be entered manually or computed
automatically. If computed, its value is determined by the
duration, the client's minimum charge per call, and the
program default billing rate, billing increment, minimum
charge per call and minimum charge per activity.

Addl Time

Any additional time that needs to be tracked, such as time
charged by an outside repair firm or consultant.

Addl Charge

Any additional charges that need to be applied against this
call, such as a repair bill from a service company.
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RMA Number A Return Materials Authorization Number that can be
assigned if the client needs to return merchandise.

Add to Solutions when closed If “Y” is entered here, this call will be marked for inclusion into
the Solutions database. Only calls that have been added to
the Solutions database can be found when performing a key
word search in the Solutions module.

Call Window Buttons

or ]

The Add button alows you to add anew call. If the client or profile window is still open, the new call will
automatically be linked to the client. The call date and time will default to the system date and time, and
the assigned technician will default to the currently logged-in user.

{Edil
Click this button to make changes to the current call. If the call is open, then the duration will continue to
accumulate while you are in edit mode.

Delete

Click this button to delete the call. Y ou will be prompted to confirm your command.

This option allows you to search for calls.

The Goto button alows you to quickly retrieve asingle call by call number (also called work order
number). Simply enter the number of the desired call and click OK.

The Next button takes you to the next call in the retrieval set.

Previous takes you to the preceding cal in the retrieval set.

This button opens the Activities window. This module allows you to independently track every step
taken in the resolution of acall. While you are not required to use activities with your call logging, doing
so provides opportunity for better management of technical staff and more accurate tracking of each
technician’s workload.

Even if you choose to not use activities, HELP!Desk creates a number of activities automatically which it
uses when generating response time statistics, network messages and ticklers.

Calls
The Calls button opens the Call Selection window, which listsal callsin the current retrieval set.

Link
This button allows you to link acall to aclient. If you want to move a call from one client to another, you
must first unlink from the origina client.

Unlink allows you to remove the link acall hasto a particular client, or change the link to a different client.
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Click the button to access the help file.

Click this button to close (or minimize) the call window. Whether the window is closed or minimized
depends upon the following setting in your HDWIN.INI file.

[CallWindow]

Exit=close or minimize

Client button. Click this button to open the client or profile window showing the client this call islinked
to.

=

Referrals button. Click this button to create areferral for thiscall or seealist of previously generated
referralsfor the call.

Survey button. Click this button to record responses to customer satisfaction surveys. This feature
allows you to quantify your customers' satisfaction with the help they receive from the help desk.

Tickler button. Click this button to generate atickler. This button and the button on the toolbar
perform the same action, except thistickler button uses information from the call to provide default values
for many of thefields.
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The CALL SEARCH Window
Accessed from the Main Menu, Button Bar or Call Window.

= Call Search
' Call Date
§Earchl
' Subject
(= Product Cancel
' Follow-up Date
) Assignee
' Account Humber

' RMA Number
' Resolution Code

|Nh-'15|

Click the radio button or field label of the field you wish to search by, enter your search criteria, then click
Search. If more than one match isfound, the Call Selection window will open.
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The CALL SELECTION Window
Accessed from Call Search or the Call window Browse button.

Note: The appearance of this window varies slightly depending on the path you take to open it.

= Call Browse
Call Date  |Time of Call \Priority |Subject

View
0972634 0257 pm 1 Corrupt files —
07194 101 dam 2 Data problem

0472594 0242pm K] Feparting

Help

Exit
«| | - =

Client r-ns. Tira Baccardi Call # F S020318

Problem

=he was runhing Windows and her computer locked up. When she tried to reboot,
the root directary was trashed.

Resolution

had her create a boot disk from anather PC and reboot her machine with it. Drive
C: wyas completely unrecognizable to DOs. [then had het try copying Maorton Disk
Doctor onto the floppy and then run MDD, | gave & series of error messages which
't ultitnately sttempted to rectity. The machine was then able to boot fram the hard

The calls are listed in the upper portion of the window. The problem and resolution of the highlighted call
are shown below. A horizontal scroll bar alows you to scroll through al of thefieldsin thecall. A vertica
scroll bar, when required, allows you to scroll through al callsin the retrieval set.

Click the View button to load the selected call into the call window, where it may be viewed or edited.
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The CLIENT Window

Accessed from the Main Menu, button bar (client search) or Call window.

= Ms. Tina Baccardi 'l -

Hame: |Ela|:|:ardi

|h-'15. Tina

Client Type:

Title: I“Jice President

Emp #:I

Compamy: |N Lane Surfwear

Phone #: IEDEI 555-3052

Ext:|

Previous

Dept: |

||2] Group: | |2]

Acct # [MNUWDD2 12
Asset Tag: I—
Loc Code: I:lE
Inve Code:

Service Contract / SLA: one 2l

Contract: [ERONZE 2]
Contr. Exp: IEIEISHEIS % Date
I C! Minutes

Config.

Hardware

Software

Priority: |2 | | #]|Critical

Min Charge:l 145.00

Help
Exit

Address: |45 Aflantic Avenue

Address 2:|
City: |Wi|dwuc:d
State: IN.J—
Countny: I—
Foor:|

£ip Code: IEIEEI43

[0 cals

Client Window - Field Descriptions

Default Field Label Description

Name Client’s last name followed by first name.

Client Type The client type. Valid entries are | for internal
clients, E for external clients. This field affects
how information is displayed and reported, so it
must be filled with “I” or “E”.

Title Job title.

Emp # Employee number. This is an informational field
and not used for searches.

Company Company or organization name.

Phone #, Ext Primary telephone number and extension
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Dept

Department. This field has an associated table
for data validation.

Group

Group. This field has an associated table for
data validation.

Acct #

Account number. This field can be used to sort
and filter reports, so it is important to make an
entry in this field. The drop-down list contains
table entries for validating data.

Asset Tag

The value in this field is used as a default for the
asset tag of all hardware entered for this client.
This field can also be used to search for a client.

Loc Code

Location code. This field has an associated
table for data validation.

Invc. Code

Type of invoice the client receives. This field has
an associated table for data validation.

Priority

The value of this field is used as a default
priority for all calls entered for this client. This
field has an associated table for data validation.

Contract

The type of support contract this client
maintains. This field has an associated table for
data validation.

Contr. Exp

When the contract expires. If the Date radio
button is selected, then enter the date the
contract expires. If Minutes is selected, then
enter the number of support minutes remaining
before the contract expires. This number will be
decremented appropriately for each call logged
to this client.

Min Charge

The minimum charge that will be computed for
each call logged to this client.

Address and Address 2

Mailing address (two lines).

City City.

State State or Province.

Zip Code Zip or Postal Code.

Country Country.

Bldg Building. This field has an associated table for
data validation.

Zone Zone (for internal addressing).

Floor Floor.

Office Office room number.
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Client Window - Button Descriptions

Default Button Label Description
Add Add a new client.
Edit Change information for the current client.
Delete Delete the current client. Calls and inventory

information can either be deleted with the client or
simply unlinked.

Next Display the next client in the current retrieval set.

Previous Display the previous client from the current retrieval
set.

Notes View or edit the notes field for this client. The notes

feature provides you with a free-form text field which
can hold up to 64,000 characters of additional
information.

E-mail Open the E-mail Address window. This allows you
to store an unlimited number of e-mail addresses for
the client (i.e. CompuServe, Internet, cc:Malil, etc.).

Phone #s Open the Telecommunications window. This
feature allows you to store an unlimited number of
phone numbers for this client. Categories include
phone, fax, modem and pager number.

Config. Choose this option to list or edit the configurations
for this client. All hardware and software for a client
must be part of a configuration. Each client can
have an unlimited number of configurations, each
with an unlimited number of hardware and software
components.

Hardware Open the hardware selection window to view or edit
the hardware that is linked to this client.

Software Open the software selection window to view or edit
the software that is linked to this client.

Help Open the on-line Help.

Exit Close (or minimize, depending on your HDWIN.INI
settings) the client window.
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The CLIENT PROFILE Window
Accessed from the Main Menu, button bar (client search) or Call window.

Client Profile - Ms. Tina Baccardi - [1 of 5]

alls:

Chient: Eaccardi, Mz, Tina
Liviiave Surfuear | BRONZE [531/95
0 555-3092 vice President

Time of Caly TecRBICIaN
09,2694 0257 pm 1 F 04126095 15020318 FRARE i
07111094 101 4arm 2 [ 07111594 15020317 PETER: I
04r25/94 0242pm 3 [ 04125194 15020314 HEITH R
«[ [ +

She was running Windows and her computer locked up. When she tried to reboot, the root directory
as trashed.

|_Resoiution_|

had her create a boat disk from anather PC and reboat her machine swith it Drive C was completely
unrecognizable to DOS. | then had her try copying Morton Disk Doctor onto the floppy and then run
MOD. | gave a zeties of error messages which it ultimately attempted to rectify. The machine was

Configuration anafaciaret Product Na ke
Pzt ZD-RChd Sory CO2H4 700 2 CD-ROM
Pzt COMPUTER Cateveay 2000 45EDX2IEE Towver PC
Motekbook COMPUTER IEhA ThitikPad T50C 456 Motebd

+
«[ +

anufactyror

Product Name

hdain WiORD PROCESSINCMavell WiordPerfect

hain HELF DE=K Coastal Technologies HELPIDesk

hain Pl Chranologic Instant Recall ¥
« | -

Description of functional areas

Button Bar

Client Summary

Call List

Call Detail

Hardware List

Software List

The buttons at the top of the window allow you to access
(add, edit and delete) any datarelated to the client.

This area shows basic client information such as name,
company or department, phone number, title, account
number, support contract type and expiration, and the
number of callson file.

Thisscrolling arealists al calls for the client.

This area shows the problem and resolution of the call that is

highlighted in the Call List.

Scrollablelist of al hardware linked to the client.

List of al software linked to the client.
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Description of buttons
For complete details, refer to the button descriptions for the client window.

>

Previous and Next move through the clientsin the current retreival set.

Py

The Client button opens the client window allowing you to view or edit al of theclient’s
information.

=y
[

The Notes button allows you to view or edit the notes field for thisclient. Thisisatext field
which will accept up to 64,000 characters.

£

The Phone Number s button allows you to view, add or edit any phone numbers (phone, fax,
modem, pager) for this client.

(B

The E-mail button allows you to view add or edit this client’s e-mail addresses.

L

The Calls button opens the call window and loads it with the call that is highlighted in the Call
List. From here, you have full accessto dl call information, including activities, referrals and the
survey.

The Add Call button alows you to add anew call. By default, the call will be linked to the current
client.

The Configurations button opens the configuration selection window. From here you can create
or edit a configuration, and access the hardware and software contents of each configuration.

foind

The Har dwar e button is used to access the hardware that is linked to this client, regardless of the
configuration it is part of.

G

The Softwar e button opens the software selection window, listing all software linked to this
client.

2

The Help system is accessed by this button.

Bk

The Exit button is used to minimize or close the profile window.
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The CLIENT SELECTION Window

Accessed from the Client Search window if multiple matches exist for your selection criteria.

= Select Client - 6 found

__

Baccardi, Mz, Ting

puEve Surfeear

Wilcsio o]

Bacchus, Ms. Larraine

Acme Laser Cannons

Lanszing

il

Eackner, Mr. Gill

Plutonium Endineering

Partland

OR

Baclaveski, M. Victor

hinizoft Corparation

Fedmaond

1L,

EBacon, Mr. Kevin Wy,

Lambda Chi Alpha Fraternity

Indianapaliz

I~

EBacrett, M=, Liza

I niversity of Pittshurgh

Pittzburgh

PA

0K I | Cancel

The buttons on this window work as follows:

Add

OK

Cancd

Opens the client window and adds a new client record.

Selects the currently highlighted client and opens either the client

window or the profile window. If neither window is currently open or
minimized, then your “program defaults’ settings dictate which
window will open. If the client or profile window is aready open (even
if minimized), then that window will be loaded with the selected client.

Closes the Select Client window and returns to Client Sear ch.
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The E-MAIL Window
Accessed from the Client, Client Profile and Security windows.

d EIE 1 v -

Carrier lAddrass

Add
Compuserve 71736,3473 - 1
Internet linakbEnuyw aye com Edit

Delete |

«[ |

Carrier:|lnternet

ﬂddrem:ltinab@nuwave.cnm

Thiswindow allows you to store an unlimited number of e-mail addresses for a client or HELP!Desk user.

Description of fields

Default Field Label Description

Carrier The carrier or mail system (i.e. Compuserve, America On-Line,
cc:Malil, etc).

Address

Address required to send mail to the client over the specified carrier.
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The HARDWARE ENTRY Window
Accessed from Hardware Selection and House Hardware windows.

= Hardware Entry

Configuration: Main Mz. Tina Baccardi

Type: I

Brand: |

Model: |

Save

Description: |

Browse

Serial % |

Aszet Tag:l Help

Shared?:
Purch Date:

N

Cancel

00000 PO Humber: I

Price: I—III Yendor: I:IE
Warranty: I— Warranty Exp: W
Service Cude:lZlE Suc Expires: W

Depreciate: I. Curr. Value: I—I:I

Hardware Entry Field Descriptions

Default Field Label Description

Configuration The name of the configuration and the client (if linked) are displayed
here.

Type The type or category of hardware.

Brand The brand or manufacturer.

Model The model name or number.

Description The description of the hardware.

Serial # Serial number.

Asset Tag The assigned asset tag of the hardware.

Shared This field is used to identify equipment that is shared by several
clients, such as a network printer. If the equipment is not shared,
enter “N”. If it is shared, enter “P” or “S” for primary or secondary,
respectively. Each piece of shared equipment should be listed
under each client who shares it. This field should be marked “S” for
all but one client, who should be “P”. In reports, the hardware will be
listed under each client, but will only be added to totals if the Shared
field is “N” or “P”.

Purch Date Purchase date.

PO # Puchase order number.

Price Purchase price.

Vendor Company the hardware was purchased from. The drop-down for this
field accesses the vendor table.
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Warranty The length of the warranty period. Enter a number followed by “Y”
(years), “M” (months) or “D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the warranty period will be
used to compute a default value for the next field, warranty expiration
date.

Warranty Exp Warranty expiration date. A default value is computed if Purchase
Date and Warranty fields contain data.

Service Code Identifies the company which is responsible for servicing the
equipment. The drop-down list accesses the Service Company
table.

Svc Expires The date the service contract on this equipment expires. Reports

can be generated giving you advance notice of when warranties and
service contracts expire.

Depreciate Check this box if the value of this equipment is depreciated over
time.
Curr. Value The current (depreciated) value of the equipment.
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The HARDWARE SELECTION Window
Variations of this window are accessed from Hardware Search, Configurations Hardware, Client window,
Profile window, button bar and the Inventory menu.

= Ardwa 0 0 gquratio i O 1o I bl
Type rand odel L
COMPUTER Gateway 2000 4EE0H 256 - Add
KEYEOARD Gateway 2000 14587 -
MOLISE Microsoft 37IET Edit
S0UMND CARD Logitech Soundman Wave Delete
SPEAKERS Laktec C5-550 r =
« *
+
Configuration: '-.ﬂain '-.-13. Tina Baccardi — | |House
Type: COMPUTER: B Unlink
Brand: pateway 2000
Model: 45607 2/56 Help
Description: I'I'n:nwer P wyith 1EME RAM, dual flopgy Exit
X
Serial # bEIBDEISF3984 3

Description of Buttons

Add

Click the Add button to enter anew piece of hardware for this configuration. Data entry takes
place in the Hardware Entry window, shown elsewhere.

Browse

While entering data into the hardware window, you can click the Browse button to access the
hardware table. The table can contain the basic descriptions of equipment that iswidely used by
your clients, thus speeding data entry.

Edit
The Edit button loads the selected item into the Hardware Entry window and allows you to
change the information.

Delete

Click this button to delete the highlighted piece of hardware.

i

House

Click the House button to access house hardware. This enables you to move a piece of hardware
from house inventory into the current configuration.

The Unlink button allows you to move the selected piece of hardware to another client or to
house inventory. If you are moving to another client and that client has multiple configurations,
you will be further prompted to select the desired configuration.
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Click this button to access help.

Exit

Click this button to close the hardware selection window.
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The HOUSE HARDWARE Window
Accessed from Hardware Selection and the Inventory menu.

The top portion of the window contains a scrollable list of al hardware in house inventory. The scrollable

Typa rand odel

HARD DISk Seagate ST4031

MOMITOR MEC i&]n]

MOMITOR MEC 40

MOMITOR MEC aF G

MORITOR MEC SFG

«[ 1 +

+

Configuration: |-< Mone = |-<Nnt Linked= =

Type: |—|ARD DISK

Brand: |Seagate

Model: [ST4031

Description: ISIIIIII tmk

Serial # PSQ?HEQB?S

Move

Help

Exit

4]

lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an existing item or delete an
item, respectively. The M ove button takes the selected item out of house inventory and movesit into the
current configuration. If theitem in house inventory is part of a configuration, you will be asked if you

want to move the single piece or the entire configuration.
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The HOUSE SOFTWARE Window

Accessed from Software Selection and the Inventory menul.

= House Software - 39 found - |~
5 5 Fro +
CLISTOM Coastal Techhologies: Citiship Add
DATAEASE Earland Paradox i
DATABASE Borland dBase | [ B
DATAEASE Earland dEaze I+ Delete
DATAEASE Microzoft ACCESE +
«[ +
Currﬁguratiun:l-: Mane = |-<Nnt Linked= il Move
Type: [CUSTOM I
ype p Copy
Manufacturer: l::::astal Technologies
Product H z [CtiShi
roduct Hame |C i=hig Help
Description: Ehipping and Mailing List
Exit
versiun:l 3

The top portion of the window contains a scrollable list of all software in house inventory. The scrollable
lower area contains the detail of the selected item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an existing item or delete an
item, respectively. The M ove button takes the selected item out of house inventory and movesit into the
current configuration. If theitem in house inventory is part of a configuration, you will be asked if you

want to move the single piece or the entire configuration.

The Copy button alows you to create a number of copies of a piece of software to match the number of
licenses that were purchased. Thisway, you can move the software to clients as needed. When you no
longer have copies in House Software, you know that al of your licenses are in use.

= Software Copy

| Please enter the numhber of

copies needed.

.

Cancel

To use the Copy function, simply click the button, enter the number of copies you want to make (the total
number of licensesless one), and click OK.
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The REFERRALS Window @
Accessed from the Call window.
= Referrals - 1 found

Hefarrad Date |Time Refarrad by |[Heferred to
09/26/94 03:41 pm FRARME Sales Departmernt

« 1
Referred Date |09/26/34 Time |02:41 prn

Referred by |FRANK E3 Referred to [Sales Department

Comments |'u“-Ie need to make sure our clients have backups!

Referrals are used when people or groups outside the technical staff need to be made aware of an issue
contained inacall. For example, if a customer suggests a product enhancement, the help desk staff may
log and close the call, but the customer’ s suggestion needs to be seen by the product development staff.
A referral to product development will ensure that the suggestion is seen.

Referrals Window Field Descriptions

Default Field Label Description
Referred Date Date the referral was generated. Defaults to current system date.
Time Time the referral was generated. Defaults to current system time.
Referred by The person making the referral. Defaults to the current technician.
Referred to The department, group or person who will be the recipient of the
referral.
Comments The reason for the referral.

Under Reports, Referral Reporting you can generate detailed reportslisting al callsthat have been
referred to a specific group or person within a date range you specify.

Note: A Referral is used to make another group or department

aware of an issue raised in a call. Itis not intended to escalate

a call. Call escalation is done through the Reassign activity.
________________________________________________________________________________________________________________|
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The SOFTWARE ENTRY Window

Thiswindow is accessed from Software Selection and House Software.

= Software Entry

Configuration: '-.ﬂain

Type: |

'-.-13. Tira Baccardi

Manufacturer: |

Product Hame: |

Save

Description: |

Browse

Yersion: |

Serial # |

Help

Shared?:| | (%] |
Az=zet Tag: I—
Purch Date: W
Price: I—III
Warranty: I—
Service Code: I:IE
Lic. Starts: IW

Depreciate ?: r

Software Entry Field Descriptions

Cancel

PO Humber: I—

Yendor: I:rm
Warranty Exp: W
Service Exp: W
Lic. Ends: W

Curr. Yalue: I—D

Default Field Label Description

Configuration The name of the configuration and the client (if linked) are displayed
here.

Type The type or category of software.

Manufacturer The brand or manufacturer.

Product Name The product name or model.

Description The description of the software.

Version Product version.

Serial # Serial number.

Asset Tag The assigned asset tag of the software.

Shared This field is used to identify software that is shared by several clients,
such as an e-mail program. If the software is not shared, enter “N”. If
it is shared, enter “P” or “S” for primary or secondary, respectively.
Each shared program should be listed under each client who uses it.
This field should be marked “S” for all but one client, who should be
“P”. In reports, the software will be listed under each client, but will
only be added to totals if the Shared field is “N” or “P”.

Purch Date Purchase date.

PO # Puchase order number.

Price Purchase price.
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Vendor

Company the software was purchased from. The drop-down for this
field accesses the vendor table.

Warranty

The length of the warranty period. Enter a number followed by “Y”
(years), “M” (months) or “D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the warranty period will be
used to compute a default value for the next field, warranty expiration
date.

Warranty Exp

Warranty expiration date. A default value is computed if Purchase
Date and Warranty fields contain data.

Service Code

Identifies the company which is responsible for maintaining the
software. The drop-down list accesses the Service Company table.

Svc Expires The date the maintenance contract on this software expires. Reports
can be generated giving you advance notice of when warranties and
service contracts expire.

Lic. Starts The license starting date. This field and the license ending date
below are intended to help you monitor your use of evaluation
software.

Lic. Ends License ending date.

Depreciate Check this box if the value of this software is depreciated over time.

Curr. Value The current (depreciated) value of the software.
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The SOLUTIONS Window
Accessed from the Utilities menu or button bar.

— Matches

Text: 10

Graphics/Animation: 1

Solution:

Call Date: [10/08/93 Time of Call: [10:21

Category: |5 | || |SOFTWARE

Subject: [0S/2 Errar | 2]

Product: [HELPIDesk 2.0 | (2]

Res. Code: |Modified DOSMIN Configuratio] | 2]

Technician: [FRANK | [ #] Date Added: |IZIEIEIEI95

Add

Delete

Hext

Previous
e —

Search

Browse

Funning HELFIDesk 2.0 under O52, user got the

Brror message 5Y35 2237, which has something to

o with the DOS kernal. To salve the problem,
SET HELFDEESK=CH0,100%0U0MCP0

Ifthat warks, you may want to have the customer

refmove one or mare of the parameters.

[fthere is a problem shelling out, SET
SHELLEY=0WVERLAY.

Graphic

Help
e —

Exit

Record:

[ om0 |

Solutions Window - Field Descriptions

Default Field Label Description

Call Date The date of the call (if the solution was created from a call).

Time of Call The call time.

Category The category of the problem.

Subject Subject of the problem / solution.

Product Product which is related to the problem.

Technician The technician who entered the solution or resolved the call.

Date Added: The date the solution was added to the Solutions database.

Solution The text of the problem and solution. If the solution is from a call,
this field is the combination of the call’s “Problem” and
“Resolution” fields.
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Solutions Window - Button Descriptions

Default Button Label Description

Add Manually create a new solution. Solution text may be typed or
pasted from the Windows clipboard.

Edit Edit the current solution.

Delete Delete the current solution.

Next Display the next solution. The Record indicator shows your
relative position within the retrieval set of matching records.

Previous Display the previous solution.

Search Enter new key words to search again. You may want to add to
your original criteria if the number of matches is too large to be
practical.

Browse Browse through the solutions or images that meet your search
criteria. You will be prompted to select the type of matches
you want to peruse.

= Select tems to Browse
| Graphics | Cancel

Graphic Display the next graphic image that meets your search criteria.

Help Display the Help window.

Exit Close the Solutions window.
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The SURVEY Window -I

Accessed from the Call Window.

Satisfaction Survey Heport

Survey Date: [04/27/95

Client: |w|s. Tina Baccardi

Score: [ RE |

Logged by [<EITH | (2]
Hotes:

Cancel

Survey Window Field Descriptions

Default Field Label Description
Survey Date Date survey was taken. Defaults to current system date.
Client Name of the person who was surveyed. Defaults to the client who

the call is linked to.

Score Satisfaction rating given by the client. A table exists for data
validation.
Logged by The name of the person who surveyed the client. Default is the

currently logged-in user.

Notes Up to 64,000 characters of text describing the customer’s
response.

Once a survey has been entered for a call, the button will change to - Only one survey entry is
permitted per call, but it can be edited as needed.

Reports are available to list calls with surveys, without surveys, with certain scores, etc. Choose Reports,
Survey Reporting for acomplete list of available reports.
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The TELECOM ENTRY Window
Accessed from the Phone Sel ection window.

= Telecom Entry

® Phone

C Fax C' Pager ) Modem

Descriptiun:l o=y Save

Number: | Cancel

Pager: DE

Prefix: |

Baud Rate: |

Suffix: |

Thefirst choice to make is the type of entry you are making. Click the radio button for Phone, Fax, Pager
or Modem. The editable fields in the window will change based on your selection. Descriptions of all
fieldsin the window are listed below.

Telecom Entry Field Descriptions
Default Field Label Description
Description A description of the number, i.e. Office, Direct Line, Cellular, etc.
Number The telephone number.
Pager Pager type, either alphanumeric or numeric.
Prefix Characters to send to a pager before the message text.
Suffix Characters to send to a pager after the message text. For numeric
pagers, this character is usually the pound sign “#".
Baud Rate For modems, the maximum connection speed.
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The TICKLER Window @

Accessed from the Calls window, Utilities or the button bar.

List of Ticklers - 3 found

List of Ticklers For ..|F RANK

Event Date |[Event Time [Tech Name [Event Description A

0426595 0400 g FRARE Call #15020218 Return o
0452795 11:01 am F R M Call John Siminz about b
042695 0400 grn F Rk Call# 15020318

«| |

Tech Name: [FRANK | 2]

BEvent Date: ID#IEEIQE Bvent Time: IIIId:IZIEI [am

Event Description |Ca||# 15020318

Tickler Window Field Descriptions

Default Field Label Description

Tech Name Name of person who will receive the tickler. Default is the assignee of
the call.

Event Date The date the tickler becomes due. Default is the status date of the
call.

Event Time The time the tickler becomes due. Default is the status time of the
call.

Event Description The purpose of the tickler. Default is the call number of the current
call.

The drop-down at the top of the window defaults to your log-in name so that your ticklers are displayed.
If your security access rights allow, you may use the drop-down to select another technician and view his
or her ticklers. Regardless of your security level, you can always generate atickler for any technician.

Remember...
You must run the HDALERT program if you want
automatic notification whenever a tickler is due.
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“How to” Section
The following pages describe how to perform common tasksin HEL P! Desk.
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Entering a New Call
To log a new call, choose one of the following methods:

From the Menu: Call, Add or press Ctrl+A

From the Tool Bar: Click

From the Client Profile:  Click -!

If either the Client or Client Profile Window is open, the new call will be automatically linked to the

displayed client. If not, the call will beinitially “<not linked>" but can be linked to aclient later.

When acall is added, a unique call number (sometimes referred to as work order number) will be assigned
and displayed in the title of the window. Some companies will give this number to the customer so they
can refer to the problem if they call again. Other companies feel this approach istoo impersonal, and prefer

to deal with the customer strictly by name. With HELP!Desk, the choiceisyours.

= all # 100

Time of Call: |05/ 0/95 |n3:33 [ Client: |=Not Linked=

Problem:

Category:| | |#] Last Update: |00/00/00

FAakiyiiiey
—

Subject: | | [#]  Technician: |FRANK 2]

ik

Duration: IEI Charge: |$.EIEI
Addl Time: I Addl Chrg: |$.IZIIZI
RMA Numher:l Add to solutions when closed: l‘]’_

& e [/

Product: | | 2]
Priurity:|_| |;|| $indink,
Resolution: Hep |
Cancel |
Res. Code: | [ [
Status:| %] When:j00/00/00  [E]| -

[0 Reterrals [0 Activities | Taid | [

Call Window Buttons - Add/Edit Mode

Default Button Label Description

Save Saves the call with any changes you made.
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Save/Exit Saves the call then closes (or minimizes) the Call window.

Link Links the call to a client. The Client Search window will open
allowing you to find the desired client.

Help Opens the Help window.

Cancel Cancels editing and discards any changes you made.

Call Window Field Descriptions

Default Field Label

Description

Time of Call

The date and time of the call. These two fields are pre-filled with
the system date and time. The calendar button allows you to
select a date using your mouse.

Client

If the call is linked to a client, the client's name is displayed here.
When adding a call, the call is automatically linked if the client or
profile window is open. An unlinked call is indicated by the
message “<not linked>".

Problem

Up to 64,000 characters of text describing the problem.

Category

The problem category. A drop-down table exists for this field to
validate the data.

Last Update

This date is maintained automatically by HELP!Desk. It is updated
each time the call is modified.

Subject

The subject of the call. A drop-down table exists for this field to
validate the data and ensure consistent data entry.

Product

The product that the client is having a problem with. A drop-down
table exists for this field to validate the data and ensure consistent
data entry.

Technician

The technician who is responsible for the call. This default for this
field is the name of the current HELP!Desk user. A drop-down
table exists for this field to validate the data and ensure consistent
data entry.

Priority

The priority of the call. The initial value of this field is taken from
the client’s priority field. A drop-down table exists for this field to
validate the data and ensure consistent data entry.

Resolution

Up to 64,000 characters of text describing the resolution of the call.

Res. Code

The resolution code is used to categorize the way in which each
problem was resolved. A drop-down table exists for this field to
validate the data and ensure consistent data entry.

Status

The current status of the call. Some entries in this field will pre-fill
the “When” date and time, and also generate network messages
and ticklers. A drop-down table exists for this field to validate the
data and ensure consistent data entry.

When

This is the action date/time for the “Status” field. It is used to
indicate when a call was closed or when follow-up or other activity
should occur.
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Duration

The time taken to resolve the call. This is the actual time spent
working on the problem, not the elapsed time between when a call
was opened and when it was closed. The duration is always
displayed in minutes, but can be entered in days, hours and .or
minutes. For example, 1 day, 2 hours and 35 minutes would be
entered as 1D2H35M. The program default Number of work
hours in day is used to convert the “day” entry into hours.

Duration is accumulated automatically as long as the call remains
in edit mode.

Charge

The charge can be entered manually or computed automatically. If
computed, it's value is determined by the duration, the client's
minimum charge per call, and the program default billing rate,
billing increment, minimum charge per call and minimum
charge per activity.

Addl Time

Any additional time that needs to be tracked, such as time charged
by an outside repair firm or consultant.

Addl Charge

Any additional charges that need to be applied against this call,
such as a repair bill from a service company.

RMA Number

A Return Materials Authorization Number that can be assigned if
the client needs to return merchandise.

Add to Solutions when
closed

If “Y” is entered here, this call will be marked for inclusion into the
Solutions database. Only calls that have been added to the
Solutions database can be found when performing a key word
search in the Solutions module.

Note: When acall comesin, you may want to make a practice of retrieving the Client Profile of the person
whoiscaling. Thisway you have the opportunity to familiarize yourself with the clients' previous calls
and configuration before you address the new call. Also, if the client is not on file, you will know that you
need to obtain additional information so the client may be added and the call can be properly linked.
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Retrieving an Existing Call

An existing call can be retrieved into the Call window by any of the following methods:

From the Menu:

From the Client window:

From the Client Profile window:

Using the Call, Find menu option

Call, Find
This option alows you to search for acall by one of
eight fields as shown below.

Call, Goto
This option allows you to retrieve acall by call
number (work order number).

Click the Calls button to open a selection window of
callsfor the current client. Select one of the callsto
load it into the Call window.

Click the View Calls button to open a selection
window of calsfor the current client. Select one of
the callsto load it into the Call window.

Y ou have a choice of eight fields to search on, asindicated in the call sear ch window below.

= Call Search

' Call Date

' Subject

= Product

' Follow-up Date
) Assignee

' Account Humber
' RMA Number

' Resolution Code

§Earchl

Cancel

|Nh-'15|

Click the radio button or field label of the field you wish to search by, enter your search criteria,
then click Search. |f more than one match isfound, the Call Selection window will open.
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= Call Search - 2 found

Product Call Date |Subject

Ml 11/424/93 Priritirm
0218184 Priritir

«| [ -+

Client | call #/515

Problem

Ahout MS 302

He 2aid he could not privt any reports from the system and he kept getting "Prirter
Mot Ready” box. On the Computer Systemn Information screen, showed "Printer; Mot

Reszolution

=02118M84 1539 FRAMK:= Called hitm back at the prescribed time, but he was gone.
He'll be back on Tuesday 02722094

=0228084 0910 FRAMK= They recently had a new netwark installed Cowith a new

From this window you would select the desired call and click OK. Note that a successful search
changesthe retrieval set of calls. From the call window, Next and Previous will move you
through the calls that were displayed in the window above.

Using the Call, Goto menu option
This option allows you to quickly retrieve asingle call by call number (also called work order
number). Simply enter the number of the desired call and click OK.

= Goto Call

Ok
Enter Call | | =——

Cancel

If the call isfound, it will be displayed in the call window.
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Using the OF -! buttons

Both of these buttons will display a selection window of al calls linked to the current client.

| = Call Selection - Ms. Tina Baccardi - 3 found v -
m

03250584 0257 fm Corrupt files Add
07184 101 4am 2 Data problem -
0425194 0242pm 3 |Reporting Edit
Delete
« | +
Problem View
She was running Windows and her computer locked ugp. When she —

tried to reboct, the root directary was trashed.

Help

Resolution
had her create a boot disk from ancther PC and reboot her machine Exit
ith it. Drive C; was completely unrecognizable to DO, [then had her
try copying Marton Disk Doctor onto the floppy and then run KOD, |
fgave a series of errar messages which it ultimately sttempted to

Within this window you can scroll through all calls that have been logged to the client.
The horizontal scroll bar alows you to see additional information for each call. The
problem and resolution text for the currently highlighted call can be found in the lower
portion of the window.

The Edit and View buttons open the call window in edit and view modes, respectively.
The Add button opens the call window and allows you to enter anew call.

Click Delete to delete the currently selected call.
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Adding an Activity
Accessed from the Call window by clicking .

The Activities module allows you to independently track every step taken in the resolution of a
cal. Whileyou are not required to use activities with your call logging, doing so provides an
opportunity for better management of technical staff and more accurate tracking of each
technicians’ workload.

The Activities Window displays alist of all activitiesfor the current call. The highlighted activity

isshown inits entirety in the lower portion of the window. Thisis also where data entry takes
place when an activity is added or edited.

To add anew activity, simply click the Add button.

%mm_wm

04/26/95 0324 pm  Returned call FRAMK

Delete

Reassign

= Activities for Call #15020318

Help

« | Exit

Start Date: 042655 Start Time:|03:24 prm
End Dates 042685 | End Time:| 03:25 pm
Duratiun:|1 Charge:w [ Auto Compute
Activity: Feturned call Technician: Priurity:
Status: Dates04/26/55 D40pm [ Tickle

Detail: Left message on voice mail

Activities Window Field Descriptions

Default Field Label Description

Start Date The starting date of the activity. It is automatically set to the
system date and cannot be changed.

Start Time The time the activity was created. It is set to the current
system time and cannot be changed.

End Date and These fields are used to indicate when the activity was
End Time completed. If the fields are left blank, they will be set to the
system date and time when you click the Save button.

Duration The time spent performing the activity. If left blank, the
elapsed time of the activity will be stored here.

Charge The charge to the client for this activity.
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Auto Compute

If checked, the charge will be computed automatically based
on the duration, billing rate, billing increment and
minimum charge per activity.

Activity A brief description or purpose of the activity.

Technician The name of the technician who performed the activity.

Priority The priority of the call. Changes made here are reflected
back in the call window.

Status The status of the call as of the completion of this activity.
The call window is updated with this status.

Date The date and time related to the status, such as when the
call was closed or when a follow-up call should be made.

Tickle If checked, a tickler will be generated for the technician
named in the activity, with an event date and time
corresponding to the status date above.

Detail Up to 64,000 characters of text describing in detail the action

that was taken in performing this activity.

Activities Window Button

Descriptions - Add/Edit Mode

Default Button Description
Label
Help Opens the Help window.
Save Saves the current changes.
Save/Exit Saves the changes and closes the Activities window.
Cancel Cancels editing without saving the changes.
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Reassigning a Call
Accessed from the Activities window, which is accessed from the Call window by clicking

A call can be reassigned smply by editing the call and changing the name in the “ Technician”
field. The drawback to this method is that no audit trail exists and you will not necessarily know
which other technician(s) have worked on the call. You will aso be unableto track timetime
between the assignment of acall an its acceptance by the technician.

Having said that, there is obviously a better way to reassign acall in HELP!Desk. That way isto

use the Reassign button on the Activities window. Clicking this button opens a dialog box that
will be used to create the reassign activity.

= Activities for Call #15020318

%mm_wm aoa

0426195 | 0324pm  Returned cal FRAMK i
Delete

Reassign

Help
« | Exit

Start Date: ﬁmams Start Time: | 03:24 pm
End Date: [04/26/55 End Times| 03:25 pro
Duration: /1 Charge:ﬁ.ﬂﬂ [ futto Compute

nmhﬂt}nheturned call Technician: Priurity:
Status:[F | [#] Date:paszess D40pm [ Tickle

Detail: ’jﬂ MESSAEE 0N YOice mai

The Reassign Call dialog box is pictured and explained below.

= Reassign Call to...

Technician:l | |£I 0K I
Priority: |1_| |£| IMission Critical

Cancel

Status: [F | |#] FOLLOW-UP

When: [00/00,00 [

Tickle: ™

Reassign Call Window - Field Descriptions

Default Field Label Description

Activity A brief description or purpose of the activity.
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Technician

The technician you are reassigning the call to.

Priority The priority of the call. Changes made here are reflected
back in the call window.

Status The status of the call as of the completion of this activity.
The call window is updated with this status.

When The date and time related to the status, such as when the
follow-up call should be made. When reassigning a call, you
would typically enter the current date and time.

Tickle If checked, a tickler will be generated for the technician

named in the activity, with an event date and time
corresponding to the status date above. You should always
generate a tickler when reassigning a call.
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Retrieving a Client
Accessed from the Client menu (Find or Profile) and the button bar, or ,

When responding to aclient’s query, you will often find it useful to retrieve the Client Profile
which shows basic customer information (name, company or department, phone number, service
contract, etc.), asummary of the customer’s calls, and their hardware and software. The call
information is particularly useful asit allows you to quickly scan both the nature and volume of
the client’s past calls, as well as their resolution or current status.

The Client window alows you to view or edit al client information, but requires you to click
additiona buttonsto see the call history or inventory.

Whether you choose Find or Profile, the retrieval steps are the same. Y ou will be presented with
the Client Search window.

= Client Search

(= Last Name
Eaarch

C' Company

(") Extension Cancel

' Phone
("' Search Key

You can retrieve aclient by any of the five methods listed in the window. Click the radio button
next to the field you wish to search for, enter your search criteriain the entry box, then click
Sear ch.

If no match isfound, a message will be displayed, and you will be returned to the client search
window.
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If multiple matches are found, the Select Client window will open.

= Select Client - 6 found
!__

Baccardi, Mz, Tina PLEve Surfuaeat Wildweood

Bacchus, Mz, Larraine Acme Lazer Cannons Lanzing hl

Eackner, k. Bil Plutonium Enginesting Partland OR
Baclaweski, Mr. Wictor Minizoft Corporation Feecrnarc 1A,
Bacan, Mr. Kevin W, Lambda Chi &lpha Fraternity Indianapoliz Ird
Bacrett, M=, Lisa | Iniversity of Pittshurgh Pittzhburgh Pa,

0K I Cancel

The buttons on this window work as follows:

Add Opens the client window and adds a new client record.

OK Selects the currently highlighted client and opens either the client
window or the profile window

Cancel Closes the select client window and returnsto client sear ch.

Other functions such as Link and generating areport for asingle client will aso open the Client
Search window. In such instances, the match will not be displayed in the client or profile window,
but rather will be used ssimply as a response to program prompts (such as the client to link to).
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Adding a Client
Accessed from the Client menu (Add) and the Select Client window.

While you are not required to link calls or inventory to individual clients, you will probably want
toin amost al circumstances. If your customers pay for support or service contracts, you will
definitely want to add them to the system.

Add is used to add anew client record. When this option is selected, the Client Window will
open, alowing you to add the new client information.

Name: <|ast name= J=first name:= Client Type: | [+]
Title: | Emp #:|
Cumpan‘y:'

Phone #: I— Ext: I—
Dept:| | [2]  Group:| | [2] fmai |
Acct | 2] Service Contract / SLA: “:‘”:j
Asset Tag:l— Contract: | (2] Esm;’;s; |
Loc Cude:m Contr. Exp:lm ' Date ii:f::: |
Inve Cude: I— O Minutes et

Help
Priority: |_| |;|| Min Charge:l il E

Address: |

Bitey

Address 2:|
City: |
State:]  ZipCode:]
Country: I—
Bldug: |:|'E Zone: I—
Floor: I— Office: I—

Field Descriptions

Default Field Label Description
Name Client’s last name followed by first name.
Client Type The client type. Valid entries are | for internal

clients, E for external clients. This field affects
how information is displayed and reported, so it
must be filled with “I” or “E”.

Title Job title.
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Emp #

Employee number. This is an informational field
and not used for searches.

Company

Company or organization name.

Phone #, Ext

Primary telephone number and extension

Dept

Department. This field has an associated table
for data validation.

Group

Group. This field has an associated table for
data validation.

Acct #

Account number. This field can be used to sort
and filter reports, so it is important to make an
entry in this field. The drop-down list contains
table entries for validating data.

Asset Tag

The value in this field is used as a default for the
asset tag of all hardware entered for this client.
This field can also be used to search for a client.

Loc Code

Location code. This field has an associated
table for data validation.

Invc. Code

Type of invoice the client receives. This field has
an associated table to data validation.

Priority

The value of this field is used as a default
priority for all calls entered for this client. This
field has an associated table for data validation.

Contract

The type of support contract this client
maintains. This field has an associated table for
data validation.

Contr. Exp

When the contract expires. If the Date radio
button is selected, then enter the date the
contract expires. If Minutes is selected, then
enter the number of support minutes remaining
before the contract expires. This number will be
decremented appropriately for each call logged
to this client.

Min Charge

The minimum charge that will be computed for
each call logged to this client.

Address and Address 2

Mailing address (two lines).

City City.

State State or Province.

Zip Code Zip or Postal Code.

Country Country.

Bldg Building. This field has an associated table for
data validation.

Zone Zone (for internal addressing).
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Floor

Floor.

Office

Office room number.

Button Descriptions - Add / Edit Mode

Default Button Label Description
Save Saves the current client record. The client
window remains open.
Save/Exit Saves the client information and closes (or
minimizes) the client window.
Help Opens the Help window.
Cancel Cancels the current add / edit.
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Adding Inventory to a Client

This option can be accessed from several places, but the most common methods are from the
Client or Client Profile windows by choosing the Configurations button.

oot or

This button accesses a selection window of all configurations (hardware and software inventory)
for the current client. Configurations are used to tie all of the hardware and software components
of acomputer system together. For example, your desktop PC consists of a CPU, monitor,
keyboard, disk drives, memory, peripherals such as a CD-ROM drive, speakers, sound card,
printer, network card and mouse, and numerous software packages. Each client may possess an
unlimited number of configurations, with each configuration containing an unlimited number of
hardware and software components.

= 0 quratio ele 0 A B Ard bl
Ilain Desktop computer Add
Motebook Motebook computer ]
Edit
Delete
Hardware
Software
Unlink
. - Help
Configuration |ru15||n
Exit
Description |Desk1|:|p computer

The upper portion of the window lists this client’s configurations. The lower portion is used to
add or edit a configuration.

Add

Click the Add button to enter a new configuration.

Hardware Software

The Hardware and Software buttons will display selection windows of all hardware and
software that is part of the highlighted configuration. Scroll bars alow you to view each
item in the configuration. The full detail of the selected piece is shown in the lower
portion of the window.

An example of the Configuration Hardware window is shown below. The Configuration
Software window functions in a similar fashion.
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= Ardwa 0 0 gquratio i O 1o I bl
Type rand odel L
COMPUTER Gateway 2000 4EE0H 256 - Add
KEYEOARD Gateway 2000 14587 -
MOLISE Microsoft 37IET Edit
S0UMND CARD Logitech Soundman Wave Delete
SPEAKERS Laktec C5-550 r =
« *
+
Configuration: '-.ﬂain '-.-13. Tina Baccardi — | |House
Type: COMPUTER: B Unlink
Brand: pateway 2000
Model: 45607 2/56 Help
Description: I'I'n:nwer P wyith 1EME RAM, dual flopgy Exit
X
Serial # bEIBDEISF3984 3

Description of Buttons

Add

Click the Add button to enter anew piece of hardware for this configuration.

Data entry takes place in the Hardware window, shown below.

= Hardware Entry

Configuration: Main Mz. Tina Baccardi

Type: I
Brand: |
Model: |

Description: |

Serial % |

Aszet Tag:l
Shared?:|_| |£| |

Hardware Entry Field Descriptions

Purch Date: W PO Humber: I—

Price: I—III Yendor: I:IE
Warranty: I— Warranty Exp: W
Service Cude:lZlE Suc Expires: W

Depreciate: I. Curr. Value: I—I:I

Save
—

Browse

Help

Cancel

Default Field Label Description

(if linked) are displayed here.

Configuration The name of the configuration and the client

Type The type or category of hardware.

Brand The brand or manufacturer.
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Model

The model name or number.

Description

The description of the hardware.

Serial #

Serial number.

Asset Tag

The assigned asset tag of the hardware.

Shared

This field is used to identify equipment that is
shared by several clients, such as a network
printer. If the equipment is not shared, enter
“N". If itis shared, enter “P” or “S” for primary
or secondary, respectively. Each piece of
shared equipment should be listed under
each client who shares it. This field should
be marked “S” for all but one client, who
should be “P”. In reports, the hardware will
be listed under each client, but will only be
added to totals if the Shared field is “N” or
“P.

Purch Date

Purchase date.

PO #

Puchase order number.

Price

Purchase price.

Vendor

Company the hardware was purchased from.
The drop-down for this field accesses the
vendor table.

Warranty

The length of the warranty period. Enter a
number followed by “Y” (years), “M” (months)
or “D” (days). For example, 1Y, 3M or 90D.

If the purchase date has been filled in, the
warranty period will be used to compute a
default value for the next field, warranty
expiration date.

Warranty Exp

Warranty expiration date. A default value is
computed if Purchase Date and Warranty
fields contain data.

Service Code

Identifies the company which is responsible
for servicing the equipment. The drop-down
list accesses the Service Company table.

Svc Expires

The date the service contract on this
equipment expires. Reports can be
generated giving you advance notice of when
warranties and service contracts expire.

Depreciate

Check this box if the value of this equipment
is depreciated over time.

Curr. Value

The current (depreciated) value of the
equipment.
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Browse

While entering data into the hardware window, you can click the Browse button
to access the hardware table. The table can contain the basic descriptions of
equipment that is widely used by your clients, thus speeding data entry.

The Hardware Table contains type, brand, model, price and warranty fields.
Click OK to load the selected table entry into your hardware window.

The Print button prints alist of al entriesin the table, while Cancel closesthe
table without updating your hardware window.

Edit
The Edit button loads the selected item into the Hardware Window and allows

you to change the information. For a complete description of the fields, refer to
the Add text above.

Delete

Click this button to delete the highlighted piece of hardware.

House

Click the House button to access house hardware. This enables you to move a
piece of hardware from house inventory into the current configuration.

The top portion of the window contains a scrollable list of all hardwarein
house inventory. The scrollable lower area contains the detail of the selected
item.

The Add, Edit and Delete buttons allow you to add to house inventory, edit an
existing item or delete an item, respectively. The M ove button takes the
selected item out of house inventory and movesit into the current
configuration. If theitemin house inventory is part of a configuration, you will
be asked if you want to move the single piece or the entire configuration.

The Unlink button allows you to move the selected piece of hardware to
another client or to house inventory. If you are moving to another client and
that client has multiple configurations, you will be further prompted to select
the desired configuration.

Click this button to access help.

Exit

Click this button to close the hardware selection window.

168

HELP!Desk for Windows

How to...



Adding a Tickler
Accessed from the button bar and the Utilities menu.

Ticklers are reminders that you can set for yourself or for another technician. If you are running
the HDALERT program, you will be notified whenever one of your ticklersis due. Whilethe
ticklers are intended to notify you of follow-ups and new cdlls, they can be used as reminders for
any task, including activities not related to HEL P! Desk. For example, you can create atickler to
remind you of a meeting, an important birthday or anniversary, or when it’stime to go home.

The Tickler window shows a scrollable list of al ticklers assigned to the person named in the top
drop-down. Ticklers are added and edited in the lower portion of the window. To create atickler,
click the Add button. Tickler fields are described below.

Tickler Window - Field Descriptions

Default Field Label Description

List of Ticklers For... This drop-down allows you choose whose ticklers will
be listed. Unless you have “Tickle Supervisory” rights,
you can only view your own ticklers.

Technician The recipient of the tickler.
Event Date The day the tickler is due.
Event Time The time the tickler is due.
Event Description The reason for the tickler.

The recipient of a tickler must be running
HDALERT to receive notification.
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HELP!Desk Alert

This section describes HEL P! Desk Alert, the program that runsin the background and notifies you when
ticklers are due.
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HELP!Desk Alert

This program runs in the background and constantly monitors the tickler file. When atickler is due,
HELP!Desk Alert will notify you -- even if you you are not running HEL P!Desk. When you are notified,
you can clear the alarm, hit the snooze button to be reminded again later, or change the alarm date or time.

Generaly, HELP!Desk Alert should be part of your Windows Startup group. Thiswill cause the Alert
program to start automatically whenever you load Windows. Y ou can have HEL P!Desk notify you if the
Alert program is not running when you start HDWIN. The setting for this can be found under File,
Preferences, Program Defaults in the HEL P!Desk main menu.

To start HELP!Desk Alert manually, ssimply double-click on the icon in the HEL P!Desk program group.

HELP!Desk Alert normally starts minimized (as an icon on your desktop) and begins monitoring your
ticklersimmediately. If thisisyour first time running HD Alert, you will be prompted to enter configuration
information in the following window:

Configuration Window
Thefields in the configuration window allow you to customize the way HD Alert works. Each of
the fields are described in the table below.

Default Field Description
Label
Snooze This is the number of minutes HD Alert will wait before

alerting you again of an overdue tickler, after you have
pressed the Snooze button.

Monitor This is the frequency in which HD Alert will query the
Tickler file to search for due or overdue ticklers. Five or ten
minutes are generally good entries for this field.

Technician This should be your HELP!Desk log-in name. Only ticklers
assigned to the person whose name is here will be
monitored by HD Alert.

These settings are written to the HDWINLINI file in your \WINDOWS directory. Y ou can change
the settings here at any time by clicking the Configur e button on the HD Alert main window.
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HD Alert Main Window
The main window of HD Alert can be accessed by double-clicking the minimized HEL P! Desk
Alert icon on your Windows desktop. Options on this window alow you to change the settings
for snooze, monitoring interval and technician name, return to monitoring mode, or close the HD
Alert application.

The Configure window is described on the previous page. Monitoring is described below.

Monitoring the Tickler File
When the HD Alert program is minimized on your desktop, the monitoring mode is enabled. That
means based upon the the monitor interval in your HD Alert configuration, the program will
periodically scan thetickler fileto seeif any of your ticklers are due or overdue. If one or more
ticklers require your attention, the alert window will open accompanied by an optional audible
alarm.

The buttons in this window affect the highlighted tickler(s).

OK Clearsthe highlighted tickler(s). Click this button to acknowledge the
message(s).
Snooze Click this button when you don’t have time to deal with the tickler(s) right now,

but want to be reminded again in afew minutes.

Change Alarm  This button allows you to change the alarm setting for atickler. Upon clicking
this button, you will have the opportunity to enter a new time and date for the
alarm.

Select All Click this button to select (highlight) all of the ticklersin the window. This
enables you to acknowledge, snooze or change the alarm date of al due or
overdue ticklersin one step.

Multiple ticklers can be selected by holding down the Control (“Ctrl”) and clicking the mouse on
each selection. To select arange of ticklers, click on the first, then hold down the Shift key and
click on the last.
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For Additional Information...

Refer to the HEL P! Desk Administrator’s Guide for information on installation, configuration, database
layouts and field descriptions.
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Register Today
Please complete and mail your registration card if you have not done so aready.

If a some point you need to change the name of the person HEL P!DesK is registered under, simply

indicate the name change along with your serial number and telephone number on company |etterhead.

Mail or fax the request to the address below.

We welcome your comments

We are constantly striving to make HEL P! Desk the best product in its class. We welcome your questions,

comments and suggestions.

Send al correspondence to:
Coastal Technologies / WebsFirst, Inc.
HELP!Desk Support
615 Valley Road

Montclair, NJ 07043-1403 USA
Voice: 973 744-2900
Fax: 973 744-2129

Email: support@coastaltech.com

Web: www.coastaltech.com
Support+ Private Web Site: www.coastaltech.com/hdusers

For your convenience when calling, make a note of your serial number below.

Additional services available from the Coastal Technologies
family of companies:

Tele-Training
Data Conversion
Customization Services
Support Contracts
Help Desk Training Classes

Custom Application Development
Management Consulting
Strategic Planning

WebsFirst
For Web Site Design, e-Commerce and Business Building Services,
visit our site at
www.websfirst.com

Testing & Quality Assurance Operating Systems Administration
Programming Languages Emerging Telecom Technologies
Networking Concepts Mainframe

New Instruction specializes in customized on-site technical training and
public seminars led by technology experts. Visit www.newinstruction.com.
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