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Introduction

GeoCom® Helpdesk is a support system that helps to solve problems
that can arise in enterprises with close customer relationships. It is
possible to monitor the complete support cycle (recording of incoming
calls, delegation of pending tasks, troubleshooting).

It enables Helpdesk staff members to handle the inclusion, forwarding
and revision of incoming calls as well as to supervise the complete
process of solving problems.

Every incoming e-mail, phone call, fax or letter sent by colleagues,
members of the company or external customers will be registered and
identified directly by Helpdesk staff members.

All important functions are ad-hoc available by a few mouse-clicks,
either via Notes client or using the web browser interface.

il
File Edit Yew Create Actions Text Help
= B B || pefautsanssert |10 v|B I poEisi==-Sida:|
| Address -|Jars - o]
|55 werkspace | i: GeoCom Helpdesk 65 uk - [1.... 3| &7 Call x|
% T Close %Save @ ]
Requester|lahn Thorgal =1 Campany (=]
& Info 5] Rewnin o &
E[L Call| Phore j|
@ Caze 01210 Jrgem:y|h.gh j| Alarm ‘ Incoming e-rail j
@ Mext action date‘ ﬂ| all g| Comment‘
Statusin progress by Florian Feldmann since 11.01.2006 16:13 6‘1
& work [ogbook| j|@@
ﬁ Classification - Propery tl ’_‘
@ = Object j =
& -
ﬁ Problem “Hard disk failure: System does not restart ;
@ Description "‘hen receiving e-mail, the system showed an eror message saying "Hard disk failure.
Flease reboot". From then the system did not restart anyrore. Error message: "Mo boot
m medium found. Insert system disk and press any key"
Solution
T Check harddisk integrity from diagnosis system
Untagged <[ -] | FF Standard ~|

lllustration: Call form, Notes client

Members of the Hotline or specialists of the Second-Level-Support
evaluate the call, and search for solutions in determined databases in
order to solve the problem. The solution can be integrated in a
permanently growing Knowledge base in order to have data quickly
retrievable.

The entire working process can be supervised permanently through
authorised persons. That guarantees not only a solution process as
quick as possible but also helps to cultivate the relationship to
customers and clients.
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After opening the database, Helpdesk staff members see their
personal working area. Notes client and web browser show the same

views.

@ GeoCom Helpdesk 6.5 uk - (1. Calls - open',a. new) - Lotus Notes
File Edt Yew Create Actions Help

[CHE- 58| 4BER|ZFT LDV E +—t= B@aQE

| address

i<~

0@

{5 orksnace | i GeoCom Helpdesk 65 uk - (1 x|

=

Efcal [fancthercal (FEdt @ =D BFndinview G §8

© calldate ~  call / reply from ~ problem in progress b
SEOCOM =1 11.01.2006  Thergal, John Hard disk failure. Tew Call |~
@ 15:30 Systern does not restart
=1 11.01.2006 Delayne, Simon File server not MNews Call
Calls - apen
16:34 responding
QEEeEl =1 1001.2006 T Phill I t hes Mew Call
h o 3 ampson, ihp IFregular system crashes Mew Lal
=1l new ¥ Assigne 12:48 {hlotes 5.08)
. new + in progress
@ =1 10.01.2006  Istanis, Loris Critical sofware bug!  Mew Call
Calls - in progress 12:45
@ =1 05.01.2008 Milug, Jonathan Maintenance period Mew Call
Calls -all 1831
=1 04.01.2006  Thorgal, John PDF converter: Program Mew Call
ﬁ QOther 10:05 effor Upon convering
=1 03.01.2008 Winter, Gerhardt WoicehMessage Mew Call
@ Statistics 1548 268085-01-03-2006
=1 03.01.2006 Herman, James Dial-in problem: Mo MNew Call
@ 08:37 connect
ﬁ =1 02.01.2008 Delayne, Simon User cannot connectto Mew Call
09:27 the database server
4| O FET IIIE|
[ <) [FFStnded -]
lllustration: Personal working area, Notes client
¥ winter Technologies - Helpdesk - Mozilla Firefox —1of x|

Datei  Bearbeiten  Ansicht  Gehe

Lesezeichen Extras  Hilfe

G- - & ) [@ repuniono.us spemosdssuk etatancraneu <] © g0 |G,

& Erste Schritte L) Aktuelle Machrichten ...

Winter Technologies - Helpdesk

Calls - open

a new calls

b. new + assigned

c.hew + in progress

Calls - in progress

Calls - all

Other

Statistics

Preferences
Logout

Advanced search

|»

1. Calls - open / a. new

call freply from |

. |in prOgress . |

——

call date o ~ problem
=1 11.01.2006  Thorgal, John Mew Call ! Hard disk nJ
15:38 failure: Syste |
= 11.01.2008 Delayne, MNew Call File server not
15:34 Siman responding
=1 10.01.2008 Tompson, Mew Call irregular
12:48 Philip system
=1 10.01 2006 Istanis, Latis MNew Call ! Critical
12:45 software hug!
— 05.01 2006 Milus, MNew Call Maintenance
1831 Jonathan period
=1 04.012006  Thorgal, John Mew Call PDF converter:
10:05 Program errar
=1 03.01.2008 Wwinter, MNew Call VoiceMessage
15:48 Gerhardt 25895-01-03
=1 03.01.2008 Herman, MNew Call Diakin
08:37 James prablem: Mo

F

[
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4

lllustration: Personal working area, web browser interface

The entire cycle of processing incoming calls can be observed.

Authorised persons have access to all views.

The Helpdesk-menu displays the following views

= Calls — open

= Calls — in progress

Calls —all
= Other

© ISG Information Systems GeoCom GmbH
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21

2.2

23

These main views can be subdivided in specific sub views in order to
gain detailed information about the ongoing process.

All views showing calls provide information regarding

Requester

Date of a call

Status of a call (e.g. new call)
Problem description

View "Calls - open"

The view "Calls - open™ not only lists all new calls, but also shows all
assigned calls (individually or to a group). This makes it possible not
only to get an overview of how many new calls there are within the
Helpdesk but also to see how many new calls are just delegated to
experts. The view contains information to the call date, the requester
(the person who sent the e-mail), the next date, and the name of the
person who should solve the problem (in progress by). Finally the view
shows a brief description of the problem.

This view contains three different sub views:

a. new (this view only shows calls which have the status “new”, i.e.
which have not been processed in any way, yet)

b. new + assigned (besides all calls listed under a. this view also
contains calls that have been assigned individually, either to a
specific person or to a group)

C. new + in progress (this view lists all new calls as well as all calls
which are currently in progress, sorted by editor)

View "Calls — in progress"

The view "Calls — in progress" only shows those calls that are in
progress, i.e. which have any status, like calls in progress (symbolised
by a letter), calls assigned (symbolised by a head), calls just solved
(symbolised by a tick) or closed calls (symbolised by a padlock).

The view provides information respective to the following items:

by requester
by editor

by status

by property
by workflow

Pap oo

New and closed calls will not be displayed within this view.

View "Calls - all"

This view displays all calls that are registered by the Helpdesk.

It can be subdivided into five different sub views in order to get a
completely structured overview of actual working processes.

© ISG Information Systems GeoCom GmbH
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24

The view provides information respective to the following items:

a. by requester (alphabetically sorted list of all requesters'
names)

b. by editor (names of all Helpdesk staff members including
respective calls with action date, calls in progress, personally
assigned calls, resolved and closed calls)

c. by status (calls in progress, assigned, resolved and closed

calls)

by property (calls by predefined properties)

e. by category (calls by predefined categories)

o

View "Other"

The view "Other" can be subdivided into four different sub views:

“Categories”, “Standard solutions”, “Standard solutions from previous
versions” and “Alarm profiles”.

Additionally, the folders “Replication conflicts”, “Lost documents” and
“Configuration (Backup)” can be found here, corresponding access
rights assumed.

The sub view "Categories” shows an overview of all problem
categories (including sub-categories, e.g. “software”, more specific
“application”, more specific “MS-Excel”)

The sub view “Standard solutions” shows an overview of all solutions
that are saved to the database for future solving strategies.

@ GeoCom Helpdesk 6.5 uk - (Dther'Categories) - Lotus Notes =] 3]
Eile Edt Vew Create Actions Help
[0S a8 BN 250D E == BHAE |
| Address -Ie- - QRa-]
ﬁ\w’olkspace iF: GeoCom Helpdesk 65 Uk - . x}
= = New Gategory @ Update Categories %] Madity Responsible
— . catsgories responsibls ~
SE€EOCOM ¥ Hardware
i} ~ General
Call HardwareWGeneral Jonathan Drves
@l alls - open =
¥HDD
@ Calls -in progress > e
¥ Seagate
@ Callshal HardwarelPCiHDDISeagate Marc Danton
13
@ Other e
¥ Monitor
Alarm Profiles - Bali
Task pl elinea
2k panning Hardware\PCikanitorBelinea Faye Jones
ﬁ Categories b Samt
Standard solutions » armran
@ Configuration (Backup) ~pii Sary
Feplication conflicts rmt.arc
ﬁ Lost documents anan
P Epson
ﬁ Statistics b=
Hardware\PrinteiHP borgan Sibling
ﬁ ¥ Carfridges
..7 Hardwrare\Printe AHPICarridges Lucy Cavenore
Ak | FEC] o
]l D rr—

lllustration: View Other — Categories

The sub-view “Alarm profiles” shows an overview of all defined and
distributed alarm profiles. This view will only be displayed if the role
[AlarmProfile] was checkmarked within the access control list.

The view also contains information to the status, to the specific action
as well as to the trigger (e.g. status not changed for XX hours).

The view “Task planning”, which is only visible if the role [ViewTask]
has been activated in the ACL, shows all currently defined task
documents, sorted by condition, ID number, checking time and last

© ISG Information Systems GeoCom GmbH
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editor.

w- INFO: The view “Statistic” which could previously be found within
this group of views is an additional view now, but is only shown if the
role [Statistic] has been checkmarked within the ACL.

© ISG Information Systems GeoCom GmbH GeoCom Helpdesk Manual for Helpdesk staff members Version 6.5 Build 653



GeoCom® Helpdesk 6.5 — Manual for Helpdesk staff members

‘% Edit

Mlew Call

3

31

Page -10-

Generating new calls

The process of generating new calls can be done in different ways:

1. Usually the user generates a call by filling out the call form (a
special mask) of GeoCom® Helpdesk. Therein, the user can enter
a description of the problem and deposit an address to where the
solution should be transmitted (e-mail, telephone, fax). Finally, the
document will be saved to the database. This form is available
both via Notes client and web browser interface.

2. Calls of external members or customers who do not count with an
access to the LAN can be transmitted to the Helpdesk via
telephone, fax or letter. The Hotline takes responsibility and
immediately generates a new call by filling out the call form, either
within the Notes client or via the web browser interface.

3. The third possibility is that the database GeoCom® Helpdesk itself
functions as a mail-in-database. All new notifications will
automatically be registered as new calls and integrated into the
workflow.

An unambiguous ID-Number will be assigned to each new call during
saving process. The user can ask for this specific ID-Number in order
to pursue the solution process.

In order to edit a call, first checkmark the corresponding call with one
mouse-click (so that it appears highlighted within the right side of the
screen) then click the button “Edit” within the action bar. The call form
opens. After editing the call save the document to the database.

w INFO: Press "Esc" to close a view or to abandon a window.

Recording calls through “normal” users (requesters)
GeoCom® Helpdesk offers a special call form (a special mask) for
users in order to create and save new calls to the database.

The view "Calls — open" holds the button "New Call" which can be
used to open the following call form that can also be sent as e-mail.

Lo
File Edt \View Create Actions Text Help
=] [ 12 || Defout Sens Sert +| 10
| Addhess
[ {55 Workspace [ i1 GeoCom Helpdssk £5 uk - . 3¢ | iy Mew Call 3¢
& Tl Clase ‘éE,ave @ Return path
New Call
@ Requester: rF{a\ph Daonner =]
I?jl Status nen from Ralph Donneron 15.02.2006 14:59
Return info: no
% Problem: " System does notrestart
@ Details: " System shutdown due 10 overheat. does natrehoot.
@ LogFile:
5| Lotuslnstaliog
=
+¥
Untagged B | [ Florian Tester |

lllustration: Standard call form for users

The field “Requester” contains the name of the person who sends a

© ISG Information Systems GeoCom GmbH
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&h Save & cloze

:ﬂo Send additional infarmation

new call to the Helpdesk. The name of the person actually working
with this application is automatically adjusted. However, it is possible
to select another person from the Notes address book.

Aside from a brief description of the problem the user can enter
additional information like screenshots or attachments of data files, for
example.

With the button “Return info” within the action bar the requester can
select the way the notification should be transmitted, e.g. via e-mail,
telephone or fax. Additionally it is possible to select the person to
whom the notification should be transmitted.

Retuin Info

 no

@ aEHal ;
viaLt-mai florian. feldmann&geocom. de

" via Phane EREE

" viaFax

" special

lllustration: Dialog box return info

For the ongoing solution process the document will be saved to the
database via the button “Save & close”.

Aside from this, all requesters have the option to send additional
information (new calls) to the original call to Helpdesk once a member
of the Helpdesk has taken responsibility for it.

In order to send additional information first select the view “Calls — in
progress® and click on the corresponding document (original call). The
document with the original call will be opened.

In order to send an additional information to the Helpdesk click on the
button "Send additional information” within the action bar.

The following window appears:

Lo
File Edt \View Create Actions Text Help
I =] 1 B || Detaut SansSeit |10 |
| Addhess
Pl E e ass, Ta: |helpdesk@wintertech.org
15.02.2006 15:02 BT

@' Bee:
I?jl Subject:  [Additional Information to Helpdesk Call 857338278 Main
% [vigws missing
@ Application restart does not change anylhmg|
=K O 3]
+¥

Untagged B | [FF Standard |

lllustration: E-mail as additional information to the Helpdesk

The e-mail-address of the Helpdesk, e.g. helpdesk@company.uk, is
preselected. Enter your additional information into the message
section of the e-mail.

Click the button “Send” in order to send the additional information to
the Helpdesk.

© ISG Information Systems GeoCom GmbH
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adidress- and
notification
information

administration

classification

problem description Problem

and solution

3.2

3.21

w INFO: The field “Subject® just contains the notice that it's an
additional information that refers to the original call.

Recording calls through Helpdesk staff members (Hotline)

In addition to the possibility to create a call through the user himself, it
is also possible that a member of the Helpdesk (Hotline) generates
new calls in the name of a requester (e.g. a customer communicates
with the Helpdesk in order to describe an occurred problem). Usually
this is when requesters contact the Helpdesk by phone, letter or fax.

Contrary to the call form that is available for “normal“ user and external
customers, Helpdesk staff members (Hotline or First-Level-Support)
count with an extended call form in order to create a new call.

The call form for Helpdesk staff members

Helpdesk staff members dispose of an extended call form for problem
call recording. Using this advanced call form it is possible to search
and select the category for this call alternatively from a list or by full
text search.

Aside it is possible to declare an opened call as standard solution. To
do so select “Actions — Helpdesk — Make new standard solution" from
Menu bar (see also “Standard solutions”).

Requester|tichael Mamiszon ILI Cormpany |Btu:urms, Ihe. Ill

[nfio

j Return info |via e-hail to namissun@sturms—inl;l i |

Call | £ ~|

Caze |D1221

Jrgency | low j Alarm | Incoming e-mmail j

Mext action date|22_|:|2_2|:|D ﬂ|

at(14:15 g Commment

Status in progress by Florian Feldmann since 11.071.2006 17:12 @6‘1

wWork Iu:ugl:uou:uk|

~|ée1 A

35 deg= 00:04

Clazsification| Hardware

| 4

PC

F'roperi}-'| ILI \—‘
B

ObjEd| 55 BS KAD 138000-04

HOD

Guanturm

-
|~ Specialistiz) | v biles Lanier
-

"new HDD required {(40GB min_)

Description file server 23108 requires additional drive space, minimum of additional 40GE advised 4

Solution

"Hand in praper hardware commission. o

lllustration: Section and fields to record a new call (advanced call form)
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3.21.1 Address- and notification information

Using the section address- and notification information you can set
additional information or complete data respective to the requester.

This section has five fields:

1. Field "Requester": Name of the requester (person). The name can
either be retrieved from a customer database by one mouse-click
or manually filled into the call form.

2. Field "Info": Fill in additional information like phone number etc.

Field "Company": If the customer database contains information
about a requester, the company name will be adopted to the call
form. If not, it is possible to fill in a company’s name by hand.

4. Field "Return info": Here you can select the way a notification
should be transmitted, e.g. phone, fax, e-mail etc.

5. Field “Call type”: You specify the way of contact this call was
established with (e.g. phone call, e-mail etc.).

3.21.2 Administration

The section administration serves to set the entire support cycle
(recording of incoming calls, delegation of pending tasks,
troubleshooting).

This section has eight fields:

1. Field "ID": An unambiguous ID-number will be assigned to each
new call. It is possible to communicate the ID-number to the
requester. This ensures that the requester can supervise the
ongoing solution process.

2. Field "Next date": Using the Notes calendar you can determine the
ongoing solution process, i.e. here you can specify on which date
a specific action should be carried out.

3. Field "Priority": Using the pull-down-menu you can set the priority
of the solution process between “high” and “normal”. Urgent calls
with "high” priority are specially marked within the views.

4. Field "Time": Using the time scale you can set a specific time to
that a specific action should be carried out. Confirm your selection
by clicking on the green tick (symbol).

5. Field "Alarm": It is possible to set up alarm profiles corresponding
to customers needs. Such profiles helps supervising the solution
process by sending warning signals to determined support
members in order to fasten the working process. Further, this
guarantees that the agreements according to each client can be
carried out in time. The alarm standard is pre-defined, however,
customer specific alarm profiles can be selected from the pull-
down-menu (e.g. Alarm Winfield & Partner Company)

6. Field "Comment": This field serves to enter comments regarding
the solution process, e.g. personal meeting, phone call etc.

7. Field "Status": The current status of the solution process as well
as the responsible person will be indicated.

8. Field "Work logbook": Use this field to create a new work log entry
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(see "Creating work logs")

3.21.3 Classification of problems

The section classification of problems serves to classify the call
according to the description of a problem in order to automatically
retrieve the specialist on the Second-Level.

This section has four fields:

1. Field “Classification”: Classification according to four levels either
via pull-down-menu or via list. According to the classification
through the hotline, a specialist will be traced. Existing categories
can be modified at any time, just as for creating new categories
(see classification of problems).

2. Field “Property”: Using the pull-down-menu you can select a
previously defined property, e.g. a specific project.

3. Field “Specialists”: This field remains hidden as long as no
classification of a problem was done.

4. Field “Object”: This field will only be visible if a corresponding
selection list has been defined within the global configuration
document.

Via the selection buttons on the right side of this section you can
switch between showing the sections Classification, Knowledge base
or Standard solution.

Classification

Standard sohtions

Knowledge base

lllustration: Switching sections within the call form

3.214 Standard solution
The section Standard solutions contains all available standard
solutions.

5 By clicking the button "Adopt standard solution” you can adopt this
standard solution into the current call.

Standard solutions|Printer Canon BIC 3421 Software update
Software

=
SFaM £S l:l

Illustration: Section Standard solution

3.21.5 Knowledge base

The section Knowledge base serves for Helpdesk staff members to
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3.2.2

search for solutions in connected knowledge bases and hitherto calls.
This section has three fields:

1. Field Knowledge base: Using the pull-down-menu you can select
between the connected databases to start a search.

2. Field Search terms: Enter a search term in order to run a search in
hitherto calls.

3. Field Search result: This field displays the hits found.

Knowledae base| 155 Customers -] @‘ [Hardware and "Desktop PC” -] (‘f)e

Search resul = |

o .

lllustration: Section Knowledge base

Call assigning

Hotline-members can create new calls in the name of users (e.g. in-
house-employees) or for external customers (service). Both, the
administration of address and notification information and the
description of a problem can be done in different ways:

= Data regarding the requester can be entered into the call form by
hand

= Data regarding the requester can be adopted into the call form
automatically

In the following sections each procedure will be described.

3.2.21 Manually assign address- and notification information

The call form can be filled by hand through the members of the
Hotline. Usually this is necessary, when an in-house-employee or a
customer informs the Hotline about a problem via phone.

In order to create a new call in the name of another person (employee
or customer) click on the button “Call” within the action bar.

You will get the advanced call form to record a new call.

The following information can be fixed to the section address- and
notification information:

Field “Requester” Enter the customers name resp. the name of in-
house-employee.

Field “Info”: Fill in additional relevant information, e.g. phone number of
a contact person etc.

Field “Company”: Enter the name of the company

Field “Return info”: This serves to determine, if a notification should be
transmitted directly to the requester or another person. Aside the way
the transmission should be done can be specified, e.g. via phone call
or e-mail etc.
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3.2.2.2 Automatically assign address- and notification information
It is also possible to automatically complete the fields with relevant
data. However, it is necessary that a customer database is available.

In case of in-house-employees personal data (name etc.) can be
retrieved from the Notes address book.

Similar to the above described procedure, click on the button “Call”
within the action bar in order to get the call form.

Corresponding to the configuration also a dialog box appears that
displays a customers list (Customer’s database). Select the
corresponding contact profile from the list (person, who sent the call to
the Helpdesk).

Company Selection B
Contact name » Phone 2 Strest Ok
b Physical Health Studio -
} Simon Software and Systems Cancl
B Smith
b Smith Inc.
P Software Services Corp.
¥ Staples

Storms . Inc
b Sullivan Industries
b TechNet
F Telemessage Inc.
¥ Tellestrian Enterprises

b TermaGen Services

¥ Yoicemaster

b Winter Technologies

¥ World Wide Enterprises
b Xavier Foundation

lllustration: Dialog box selection requester

If the customer and the contact person are found, click on the button
OK.

In order to get the name of the contact person, click on the preceding
green twisty. The view will be enlarged. Then select the corresponding
contact person by mouse-click, so the entry is highlighted. Data will
automatically be adopted to the corresponding fields within the call

form.
Company Selection []
Contact name & Phone & Street 0K
b Physical Health Studio -
b Simon Software and Systems Cancel
» Smith
¥ Smith Inc.

¥ Software Services Corp.
P Staples
b Storms, Inc.
¥ Sullivan Industries
¥ TechNet
Customer profile
Jacobson, Arnold 8410 273591
F Telemessage Inc.
¥ Tellestrian Enterprises
b TermaGen Services
¥ Yoicemaster
b Winter Technologies
¥ World Wide Enterprises
b Xavier Foundation -
4 3

lllustration: Dialog box selection contact profile

Using the button “Open document” within the call form you have
access to the corresponding document within the customers database.
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Use the field “return info® to set the way a solution should be
transmitted to the requester.

Return Info
 no

@ i EMai fioran feldmann@geocom de
£ viaPhane -

£ viaFax loCorel ]
" special

lllustration: Dialog box return info

Using the pull-down-menu you can set the priority of the solution
process between “high” and “normal”. Urgent calls with "high” priority
are specially marked within the views by a red exclamation mark (!) .

Aside it is possible to set up specific alarm profiles, that supervise all
changes of status. This ensures that the agreements according to
each client can be carried out in time.

3.2.2.3 Assigning new calls to existing calls

New calls that refer to existing calls can exactly be assigned.

To do so use the action “Assign call to existing problem” while editing
the call document.

Aetions
Copy selected Doc(s) to another DB without $Fields
Besst ALARMLOG
Selected Docs - search and replace all fields
Selected Docs - search and replace all fields
B arsion

Weiterleiten
In Ordner verschieben,

Hel

Helpdes Persanal configuration..
Admin »

Make new standard solution...
Show call as report.

Loagbaok Alarm

Logbook Status

Preview In'Web Browser 3

lllustration: Action Assigning new call to existing call

Select s master call to rzassign this call
call date call / reply from ~ ID ~ problem 0k
b Bshrends, Habbo 7 -
b Bleck, Barbara 1 ﬂ
b Comparyname 1
¥ Development. GeaCom 24
b elton 1
[* Feldmann, Florian 1
=11912.200217.49 Feldmann, Flarian 9326340 system does not rest.
b Futterer, David 2
b Galeria Kaufhof 1
b Grodniczky, Karsten 1
¥ Hehmann, Helmut 13 ot
1 3

lllustration: Dialog box selection a call for assignment

After assigning the call it will be saved as notification document to the
main call (problem).

|4 19122003 17:43 ™ Feldmann, Flotian New Call system does not restart I
& 19122003 18:23 Cerestes, Carl problem with Motes

lllustration: Detail of a view with an assigned document
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3.3 Sending notification to the database

If a corresponding SMTP-MTA is configured the user can even send
an e-mail to a non-existent address like helpdesk@company.uk.
Automatically this e-mail will be integrated into the working process
and even calls with an incorrect address can be solved.
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4  Working process

Within the entire working process every call runs different states,
representing the current work state of the call.

States of calls:

New: Every incoming call automatically gets the status “new call’. It
remains until a Hotline-member takes responsibility for the call.

In progress: As soon as a member of the Helpdesk assumes
responsibility for a new call, the status changes into “in progress”.

Assigned to a group: A group of specialists can be engaged in order
to solve the problem.

Assigned individually: Similar to the process of assigning a call to a
faculty, however, in this case the name of a specialist for the solution is
noted.

Within an active workflow: Such a call will be regarded as “assigned
individually”, except that the order of the processors is previously
determined and cannot be changed afterwards.

Resolved: If a problem is solved the status changes into “resolved”.
The requester should simultaneously get information about the result.

Closed: The work regarding the solution is carried out and the call can
be closed.

During the working process calls can run different status. Every single
call can be changed into another status. The access-control
guarantees that only those members who dispose over the
corresponding rights can change the status of a call.

41 Assuming responsibility

All incoming calls are instantly available for the Hotline (Level 1). After
evaluating the calls members of the Hotline decide to assume
responsibility for new calls or to assign them to the Second-Level-
Support.

As soon as a new document changes its status (e.g. transition from
“new call” into “in progress”) the person who is dealing with it has to
decide to take responsibility. In case of conforming the person gets
automatically the entire competence for this call.

The idea is that members of the Hotline work on the solution process
as autonomous as possibly. If a member of the Hotline is in charge to
solve a problem instantly (by searching in determined Knowledge
bases) he takes responsibility for the call. The actual status will then
be announced.

In contrast, when a problem is too complex and the solution requires
special Know-how it can be assigned to specialists on the Second-
Level-Support.

6‘1 In order to assign a call to a specialist, click on the button “Change
status” within the call form. The following dialog box appears:

Select anew status or workflow:
" new
M L Concel |

" assign to group

0 assign individually

" tesolved

" closed

" START PREDEFINED WORKFLOW
" START AD HOC WORKFLOW
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lllustration: Dialog box to change status

Then select the corresponding option (e.g. Name/Person) and confirm
with OK. The call now will be assigned to the selected specialist.

A new call can run the following states:
" new

= work in progress

= assign to group

= assign individually

= resolved

= closed

= start predefined WORKFLOW

= start ‘ad-hoc’ WORKFLOW

The option to start a predefined workflow requires predefined
workflows to be specified within the global configuration, otherwise this
option will not be available.

The possibility to start a workflow ‘ad-hoc’ only is available to users
disposing of the corresponding access rights (see also workflow)

4.2 Completing new calls

New calls can simply consist of an e-mail including the sender’s name
as well as a brief description of the problem.

In such cases members of the Hotline have to complete these calls by
adding further information like name of the company (if apparent), the
priority and the way of transmitting a notification (via e-mail, fax,
telephone or letter). See also description: “Registration by the Hotline”.

4.3 Classification of problems

In order to classify a problem, Helpdesk staff members use a
hierarchical scheme of categories that enables a simple categorisation
of problems.

For classifying a problem select a category from the first level.
Automatically the other levels — if existing — show the different
subcategories

This guarantees on the one hand that the problem will be classified as
accurate as possible. And on the other hand, a specialist (person) will
be determined who has the necessary Know-how to solve this
particular problem.

Every case type has one or more specialists assigned. To each case
type automatically one or more persons are presented in the dialog
box.

The following screenshot shows an example:
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4.4

4.5

4.51

Classification | Hardware

i I - |
Object| GG BS KAD 138000-04 =

PC
HDD

Quantum

L[l flafla

lllustration: Classification of calls

It is also possible to automatically show this assignment during the
process of generating a document for solution. However, this requires
a special configuration.

Classification of problems via flat list

In addition to selecting categories hierarchically (case type), the
relevant categories can also be selected by hand from a flat list and
full text search. The corresponding settings can be done within the
personal configuration document.

Research in other databases

In order to find a solution for a problem, researches may have to be
done. Helpdesk staff members can therefore search for information or
solutions in connected databases (so called knowledge bases). This
requires a special configuration.

First activate the section Knowledge base within the call form. Now
you have three options of how to seek information regarding the
current call.

Displaying documents in other Notes-databases

In order to solve problems it can be useful to search for solutions in
other databases. Therefore Helpdesk staff members can automatically
switch from GeoCom® Helpdesk to other connected external Notes-
databases, resp. knowledge databases. This requires a special
configuration (see also global configuration “connect external Notes-
databases").

First select a corresponding database from the pull-down menu within
the field knowledge base then click the button “Search” in order to
search for relevant information.

Knowledge base| 155 Customers W,Dwardware and Notebook =] fg%

eaich rEs = |

i

lllustration: Section Knowledge base

Automatically you will switch to the previously selected database. You
can now search for solutions or information regarding the call.

The information can be transferred via cut and paste into the call form.
Close the knowledge base and switch back to GeoCom® Helpdesk.
Now you can fill the information from the knowledge base into the field
“Solution”.

© ISG Information Systems GeoCom GmbH

GeoCom Helpdesk Manual for Helpdesk staff members Version 6.5 Build 653



GeoCom® Helpdesk 6.5 — Manual for Helpdesk staff members Page -22-

4.5.2 Searching in connected databases without leaving GeoCom®
Helpdesk

Aside the possibility to change into other connected Notes databases
you can also seek solutions without exiting GeoCom® Helpdesk.

To do so, first select a corresponding Notes-database from the pull-
down menu within the field knowledge base, just as previously
described. Then switch to the next field and fill in your search query.

Q Finally click the search button located besides the query field.
Knowledae base| 155 Customers -\(Q [Rardware and Notshook -] %2
Search result =]
SE
.

lllustration: Seeking information from within GeoCom® Helpdesk

If documents corresponding to your query have been found, they will
be displayed as result list in the bottom line. Via the arrow icons you
can view the list.

Select a document from the list. Now you can either use the button
“Open document” in order to open the selected document and, if
applicable, adopt information via copy and paste.

fon Or you can use the button “Adopt data” to directly adopt data from the
document according to the configuration of this knowledge base.

45.3 Searching within the database GeoCom® Helpdesk

Finally it is possible to seek information in the database GeoCom®
Helpdesk itself. To do so, select the database named knowledge base

@ from the field knowledge database and click the search button. A
dialog box opens that displays all calls that are registered within the
Helpdesk-database.

All Helpdesk Calls [ x]
Datum Problem -~ Anfrage vor aK
28.06.2003  Bugrepart Migwene ~

~ Celebrate o]
07.11.2003  Celebrate the school break. with £20 off webster

¥ Christmas
0E.11.2002  Christmas is coming M'bana.

¥ coming
0E.11.2002  Christmas is coming M'bana.

¥ consultant
2711.2002  Re.: #992674 schedule for consultant e
support on 10th of Navember
10.11.2003  schedule for consultant support on 10th of — YarZhar
November
* Core
0311.2003  October Core Java Technologies Mewsletter  SDN - JT
Staft
¥ crashes
05.11.2003  Server crashes Miller, Jo
¥ cxrxx g
4 »

lllustration: Knowledge base (all Helpdesk calls)

Now enter your search query. A dialog box for quick search opens
automatically. If the search term is registered within the database it will
be displayed. Additionally it is possible to use the scroll bar in order to
search for entries alphabetically. Select the corresponding entry so it is
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highlighted and confirm with OK. The entry will be displayed to the
corresponding fields.

454 Displaying search queries (query history)

|Z| In order to display search queries click on the pull-down-button within
the search query field.

|Hardware and "Desktop PC" |v | {‘Eil

You'll get a dialog box that displays the query history.

Query history ]
Remove Entry

Select an entry from the list: Cancel

hardware monitor
servel

LAM

LAN and Leitungsproblem

litax

Prablern

Hardware and "Desktop PC"
helpdesk

Hardware

Hardware and Netzwerkdrucker
relikation

lllustration: Dialog box displaying query history

Select a document from the list and confirm with OK.

In order to remove an entry from the list, first click on the
corresponding document so that it is highlighted and click on the
button “Remove Entry”. The entry will be removed from the list.

Remove Entry

4.6 Creating documents for solution

The generation of solution documents can be configured for
determined databases. After entering the final solution into the field
solution click the button “Solution document”. Now all necessary
information will be reproduced automatically. Then provide the new
document with additional information and save it to the database.

4.7 Creating work logs

Work logs serve for different purposes, such as for proof of activity
(e.g. for an exact calculation of costs and assignment to clients) or
simply as documentation of the work carried out on each call.

Work logs will — if configured — automatically be generated while
saving a call to the database. Further, you can generate a new work
log without simultaneously saving a new document.

To do so click on the button “Worklog”.

You'll see the following dialog box:
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4.8

4.9

New worklog entry [ ]
Hame: Florian Feldmarn/ISG -
aK
Date: 19122002 11:47
Time: i, Cancel
Selection: ‘ j
Text
Tried hard drive reinstallation, problem still occuned J
|

lllustration: Dialog box for a new work log entry

Fill out the report including the name, a brief description of the task
and the time needed to complete the work. The time since opening the
call form is pre-selected as the working time. Thus, this pre-selection
can be changed individually. Finally confirm with OK.

Displaying work logs

To display work logs click on the button “Displayork log” within the call
form. Thus a report containing all work logs will be created for faster
overview.

o
Eile Edit Yiew Create Actions Help

== BllceeoconmmE T
| Adcress - Q@]

[ {5 workspace [} Geolom Helpdesk B5 uk - (2. 3¢ |7 Call 3| (Uniitied)

Work logbook

@ 3: 15022006 Flarian Feldmann 97 installed alternative 05

E,‘]L 2. 15022006 Flarian Feldmann 12 harcware check

1. 15.02.2006 Florian Feldmann 25 tied system recovery using

% emergency disk

@ Totaltime in minutes 134

++

-] = JFeems

lllustration: Work log

Modifying work logs
Work logs can be modified even though they are just saved to the
database.

To modify a work log click on the pull-down-button within the field work
log and select the corresponding entry from the list.

Then select from menu bar:

Action — Helpdesk — Modify work log
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Actions
Copy selected Docls) to anather DB without $Figlds
Beset ALARMLOG
Selected Dacs - search and replace ol fields
Selected Docs - search and ieplace all fields
@yergion

‘wiejterleiten

Persanal configuration.
Import message as helpdesk call
Make new standard sclution. .

Edit HTML Attributes
Preview In 'w'sb Browser »

& il s report.
Logbook Alarm
Logbook Status

lllustration: Modify work log

After modifying the work log confirm with OK.

410 Delegation of tasks to specialists or faculties

Problems that cannot be solved by the Hotline have to be delegated to
persons or groups of specialists working in determined faculties. The
corresponding specialist or faculty can easily be determined through
classification of the problem.

6‘1 By activating the button “Change status” within the form you’ll change
the status. Then either select “assign individually” and a single person
or select "assign to group” and a group of specialists.

10.110.110.16 - Change Status - Mozilla Firefor i ] 4

Select a new status or workflow:

 new ” Lanier Miles ﬂ 0K

Development GeoCom

" work in progress Feldmann Flarian

[ assigh to group

ol assign individually

 resolved

" losed

© START PREDEFINED WORKFLOW
 START AD HOG WORKFLOWY

Riohvden bntheas
=

| Fertig

lllustration: Dialog box change status, browser interface

411 Workflow

A ‘workflow’ in this context denotes a predefined order of processors
for a call. Instead of assigning a call to a person or to a group it can be
put into a workflow.

There are two kinds of workflows:

- predefined workflow: Such a workflow has to be defined
by the administrator within the global configuration
document and can afterwards be used by every
Helpdesk staff member instead of a normal assignment.

- ‘ad hoc’ workflow: In case a user disposes of the
corresponding rights, he can specify the processing order
of a call on starting a workflow.
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4.12

Select a new status or workflow:

" new Warkflow
© work in progress

s assign to group

s assign individually

 resolved

 closed

& START PREDEFINED WORKFLOW

© START AD HOGC WORKFLOW

| Fertig

lllustration: Start predefined workflow, browser interface

In both cases the call is afterwards within the selected workflow and
can only be processed by the corresponding Helpdesk staff members
in the corresponding order. Processors have only two options to
change the status of a call while in an active workflow. Either they can
forward the call to the next editor in the list or they can reverse it to the
previous processor. Only if the processing order has been completed
the call can be closed (or changed to an arbitrary other status).

Change Status [ x]
The callis currently being processed in a workflow ’—l
oK
orkflow ‘20031 219115026 |

Cancel
Description “Ad hoc Workflow created by ‘Feldmann’ H 4

Editars 4: Behrends Habbo N
5

5 1
&: Hehmann Helmut =

Choose one of the following actions:

™ set call to work in progress
% assign call to next editor

lllustration: Change of status while within an active workflow, Notes client

An active workflow can only be interrupted by a user disposing of the
corresponding rights (i.e. Supervisor rights).

Notification

As soon as the work has been carried out, the requester gets a
notification the way that is noted in the registration document. Usually
a solution or notification of the process will be transmitted via letter/fax
or e-mail.

Yet, should the notification be transmitted via telephone, the staff
members count with the support of TAPI. With this integrated system
all members are able to generate telephone lines automatically without
abandoning the application.

Retum info [via phone to+44 32105594 273 [ =]

Call type | Phone: ~|&=

lllustration: Section Return info, telephone, Notes client

Should the notification be transmitted to the requester via e-mail a
message can be sent via Notes-Mail instantly from the application.

Return info @ [via eMail to namisson@stoms  [7] 3
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lllustration: Section Return info, e-mail, browser interface

Each view holds a button for sending notifications via e-mail. On
clicking the button a form will open, which already holds the recipient’s
e-mail address. The subject is adopted from the original call. Click the
send button to send the notification.

v INFO: Notifications resp. Solutions will be saved to each call. This
ensures that all members have access to solutions and notifications.
Relevant information will not remain in personal mailboxes of hotline
members. Aside it is possible to save further trouble tickets of the
requester to the original call.

Every specific Call-ID will automatically be adopted into the field
“reference” within the solution document

In case of reference to a call the solution document will be adopted as
notification. Hereby the sender’s address is customer specific
configurable.

[’ 31.03.2003 0815 ~ Tewis, Jan
& 191220031157

Futterer, David new Lpdate

Re: #ITZATIC new update

lllustration: Call and solution within one view, Notes client

Closing a call
The work is carried out and a solution is transmitted to the requester.
The working process can be closed now.

For closing a call click on the button “Change status” and select the
option ‘closed’.

Select anew status or workflow:

" new

" work in progress ﬂ
" assign to group

" assign individually

" tesolved

& closed =

" START PREDEFINED WORKFLOW

" START AD HOC WORKFLOW

lllustration: Dialog box change status, Notes client

Additionally, it's possible to select a final status from a list and assign it
to a specific call.

Calls already closed can be re-activated as long as they are available
in the database and not transferred into the archive yet.

Displaying calls as report

A call (requester's document) can be displayed as report. This is
especially interesting for the delegation and forwarding process by e-
mail. Aside from information it is also possible to attach work logs.

In order to display a call as report, first select and open (double click)
the corresponding call.

Then select from menu bar:
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You'll get a dialog box. Check now details that the report should

include. The following options are available:
= Header

= Short problem description

= Detailed problem information

= Solution

= Work log

Show call as report

Check details to include in report
@ besier e |

¥ Short problem description

I™ Detailed problerm information
F Solution

¥ ‘work log

lllustration: Dialog box show call as report

After selection confirm with OK. You'll get a report including the

previously selected details.

i@ (untitled) - Lotus Notes =13l x|

File Edt YView Create Actions Text Help

IFI-ENEEE] B B[] petaunsansset <10 ~|B T F: I

| Address -l=-= - 0G|

] l

[ workspace [} Gealom Helpdesk 5.5 vk - (2... 315 Call 3| 7 [Unied) X

"Requester  Michael Namisson - Starms, Inc
CaselD 1221
Call type E-Mail

Problem new HDD required (40GE min)

Description

file server 23104 requires additional drive space. minimum of additional 40GE advised
Solution

Hand in proper hardware commission

Work logbook

Mo entries inlog hook

El

088 e0fcael

+
-

D [Untagged B -] | FF Standard |

lllustration: Call as report
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5

5.1

5.2

Views

GeoCom Helpdesk provides different views for “normal“ users
(requesters) and Helpdesk staff members (hotline, specialists). The
different views will now be described.

If not specified otherwise, all views are available within the Notes client
as well as via browser interface.

Views for "normal” users (requesters)

“Normal users” in this context include all persons who reported a
problem to the Helpdesk, i.e. from the hotline’s/Helpdesk’s point of
view are regarded ‘customers’.

Customers generally are those employees disposing of LAN access to
the Helpdesk database. These users only have restricted access to the
database. They can only generate a new call (in case of trouble),
revise their own calls and they are able to pursue the actual status of
their calls.

@ GeoCom Helpdesk 6.5 uk - {Calls) - Lotus Notes P[] 9]
File Edit View Creats Actions Help
OS2 | /AR cscoohnE +o= BB |
| ddress [ - o]
& Workspace | GeaCom Helpdesk 5.5 uk - .. |
l& (—‘ Mewn Call
= - calldate call from =] problem
®
SEOCOM W 17.01 2006 ¥ Meares, Leit_20131C _ Information window doss not H
@ 11:33 apen
[# 11.01.2006 Marnisson, 1221 new HOD required (40GE min)
@L Call 16545 Michael
alsopen 11012006 Thorgal John 1210 f Hard disk failure: Systern does
% 15:38 not restart
Calls - closed . )
@ £ 11.01.2006 Delayne, Simon 1203 File server not respanding
16:34
Knowledge base
@ 5 10.01.2008  Tempsan, 1202 irreqular system crashes (Motes
12:48 Philip 5.08)
Freferences 10.01.2006  Istanis, Loris 1188 ¥ Critical software bug!
12:45
ﬁ 10.01.2006  Thorgal, John 1136 Server Crash
@ 12:43
09.01.2008  ‘winter, 1208 Meeting confirmed: 18.01.2008
ﬁ 17:54 Gerhardt
4 09.01.2006 Tompson, 1208 Route planning software
ﬁ 12:27 Fhilip required
[ 06.01.2006 Berrnondis, 1207 Mewr light bulbs required in
& 18:32 Sonja 33004
b | 05.01.2008  Milus, Jonathan 1212 Maintenance period
+3[0 n ] 18:31 [=]
0 (& JFamtos o]

lllustration: View for normal users, Notes client

All self-created calls remain in status ‘new’ until the hotline starts
processing the call. In this status (‘new’) subsequent changes and
additions to the call can be made. Once the hotline has started
processing the call, the problem description as well as the solution
(once provided) can only be read.

Views for Helpdesk staff members

Helpdesk staff members dispose of further access rights than normal
users and thus have extended views. After opening the database, the
Helpdesk menu provides you with the views “1. Calls — open”, “2. Calls
— in progress”, “3. Calls — all” and “Other”.
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5.2.1

5.2.2

Calls — open

The view 1. Calls — open shows all calls that are not yet being
processed, as well as assigned and processed calls, divided into three
sub views:

a. new
b. new + assigned
C. new + in progress

New calls which have not been converted yet are shown by a reading
symbol within this view. Converted calls, which have not yet been
taken in progress will be shown by the symbol of a closed envelope
(=).

Assigned calls are shown by the symbol of a person (&). Thus you
cannot only see which calls have newly reached the Helpdesk, but
also which calls have been personally assigned.

By double clicking an entry the call can be opened for reading and,
after conversion, being edited.

@ GeoCom Helpdesk 6.5 uk - (1. Calls - open,a. new) - Lotus Notes: o [m] B3]
File Edit View Create Actions Help
[l T8 | A=PR[ 2t oohnE vob= BaQ S |
| Address I - 0@~
5] Workspace | i GeaCom Helpdesk 65 uk - [1.... |
2] = ol [ anothercall (FEdt @ =P BFindinview & 34
m — e calldate ~  call / reply from -~ problem inprogress by
SEOCOM =1 11.01.2008  Thorgal, John Hard disk failure Mew Call
@ 15:38 Systern does not restart
=1 11.01.2006  Delayne. Siman File server not MNew Call
Calls - open
15:34 responding
2. new calls 10.01.2006 T Phill I hes Mew Call
b d = arnpson, Philip irregular systern crashes Mew Cal
il i e 12:48 (Mates 5.08)
CNEW + N prograss
@ =1 10.01.2006 Istaniz, Loris Critical software bug! MNew Call
Calls -in progress 1245
@ = 05.01.2006  Milus, Jonathan Maintenance period Mew Call
Calls -all 18:31
=1 04.01.2006  Thorgal, John PDF converter: Program Mew Call
ﬁl Other 10:05 Errar upon converting
=1 03.01.2006  ‘winter, Gerhardt Woicelessags MNew Call
@ Statistics 15:48 2568035-01-03-2006
=1 03.01.2006  Herman, James Dial-in problem: No Mew Call
@ 08:37 connect
ﬁ =1 02.01.2006  Delayne, Simon User cannot connectto New Call
09:27 the database server
ﬁl =1 30122005  Tomas, Miranda project plan DIN &1 plot Mew Call
09:27 and send
m =1 2812.2005  Berrnondis. Sonia Update installation Mew Call IBB
T | G
[ J [FF Stondad ]

lllustration: View Calls — open

Calls — in progress

The view Calls - in progress with its four sub views provides details to
different parameters. This view contains all calls that are in progress
through Helpdesk staff members (new calls are not listed). The view
shows calls that are resolved (%), assigned (&) or which are in
progress (). Double click on an entry in order to change the status.

The main view consists of the following sub views:

a. byrequester
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b. by editor
c. by status
d. by category
e. by workflow
=

Bearbsiten  Ansicht  Gshe  Lesezsichen Extras  Hife

QEI - LL) - é; ‘:I @ | http:j/110.110.110. 16{DEMOS hdsSuk.nsFwMainFrame- 7| @ Go |@_

@) Erste Schritte 24 Aktuelle Nachrichten ..

Winter Technologies - Helpdesk

Adwanced search =
2. Calls - in progress / a. by requester [+

Calls - open

Calls - ih progress

a. by requester | call date call [ reply from | next date | in progress | |
b. by editor P Bermandis, Sonja 2 |ﬂ
c. by status " Colling, David
d. by praperty # 1611.2005  Collins, David Flarian
. by workflow 13:45 Feldmann
= Daniston, Marc 1
Calls-all & 04.01.2006 Danistan, & 12.01.3006 David
121 Marc 09:1a Futterer -=
Other b Delayne, Simon 1
b Herman, James 1 f
Statistics = |stanis, Laris 1
B 10.01.2006  Istanis, Loris Andreas !
12:45 Rohden
Preferences " Meares, Leif 1 El
Logout GeoCom Helpdesk 6.0 - geocom.de

4

lllustration: View Calls — in progress, browser interface

Example:

Selecting the sub-view c. by status you'll get a complete listing of all
calls that are in progress as well as calls that are assigned to
specialists (individually or groups) on the Second-Level-Support.

Every call will be listed with the corresponding ID-number, date of its
generation and name of the requester. Besides this the name of the
Helpdesk member currently working on a call as well as a brief
description of the problem is retrievable.

Calls - all

Similar to the views described before, the view 3. Calls - all also
conveys five sub views. By this option you'll get a complete structured
overview of all calls (new calls, calls in progress, assigned calls, closed
and resolved calls).

Helpdesk staff members who are authorised to intervene the process
can call up every call at any time.

The main view consists of the following sub views:

a.
b.

by requester (alphabetical order)

by editor (names of all Helpdesk staff members including calls in
progress, individually assigned calls, resolved and closed calls)

by status (number of calls in progress, assigned to a person or
group, resolved and closed calls)

by property (number of calls according to previously defined
properties)

by category (number of calls according to previously defined
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categories, e.g. Hardware, Software, etc.)
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@ GeoCom Helpdesk 6.5 uk - (3. Calls - allc. by status) - Lotus Notes i [m] 3]
File Edt Yiew Create Actions Help
- 798| A=PR[ 2T oeohE rov= BHAQE |
| diress -le-T - o]
) Workspace | i GeoCom Helpdesk 65 uk - (3 x|
Eﬁ (—\ ﬁCaH @AnotherCall ﬂEdlt @ QFmd in Wigu @ @
— ® call date call / reply from D~
SEOCOM ¥ Calls in prograss H
@- B 11.01.2006 15:45 Marnizzon, Michael 1221
@L Calls - open 10.01.2006 1243 Thorgal John 1196
3 09.01.2006 17:54 ‘Wwinter, Gerhardt 1208
5| Cells-in progress & 04.01.200612:27  Milus, Jonathan 1211
¥ Calls assigned personally
3| cals-al
¥ Calls sokved
a. by requester W
@ B Eyedi 0812200514:44  Herman, James 1218
c. by status X
d. by property % 16.11.200513:45 Collins, David 1201
ﬁl e. by category
¥ Calls clozed
@ Other @& 27.12.200511:38 Herrnan, Jares 1206
@ 2212.200516:54 Winter, Gerhardt 1220
@ Statistics
@ 1312.200514:26 Thorgal, John 1214
ﬁ @& 07.12.200518:31 Winter, Gerhardt 1194
D O FEC O
I IS s [ 5

lllustration: View Calls - all c. by status, Notes client

Other

The view Other provides four sub views, which — according to
database access — are displayed within the navigator.

Normally, members of the Helpdesk have access to the views

5.2.4.1

“Categories” and “Standard solutions*

Only in case of corresponding access rights the views “Alarm profiles*
and/or “Task planning*“ are visible.

The folders “Replication conflicts“ and “Lost documents®, which can be
accessed from the view collection “Other* as well, are likewise visible
only if certain access rights are provided.

Categories

New calls can be classified to corresponding categories while
recording. This makes it possible to range a problem and to
simultaneously identify a specialist on the Second-Level-Support.

Therefore the view Categories contains different categories to that
calls can be classified like calls to Hard- and Software, respectively.
Authorised persons can extend or modify categories according to the
needs of each customer (company).
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e Category

@ GeoCom Helpdesk 6.5 uk - (Other'Categories) - Lotus Notes o [m] B3]
File Edt Yiew Create Actions Help
[CEES- TS| £AROB] LT LoD E *-2= BaQ H |
| Address I - 0@~
5] workspace | i} GeoCom Helpdesk 6.5 uk .. X
2] = Mew Category S@2Updats Categories ) Modity Responsible
- ® categories responsible ~
SEOCOM * Hardware
@ ¥ General
call HardwarelGeneral Jonathan Dryes
@ alls - open =
¥HDD
% Calls - in progress YE—
¥ Seagate
@ Cells=cl Hardware\PCIHDDVS eagate hdarc Danton
13
@ Other vo
¥ honitar
Alarrn Profiles - B
Task pl elinea
ask planning HardwarelPCiMonitoriBelinea Faye Jones
ﬁ Categories b Samt
Standard solutions . arofran
@ Configuration (Backup) Sam,
=1 ¥ Printer
eplication conflicts b G
@ Lost documents anen
b Epson
ﬁ Statistics ki
Hardweare\PrintefiHP horgan Sibling
=) ~ Cartridges
m Hardware\PrinteAHPCarridge s Lucy Cavenore
4[4 1 K1 [
] S —

lllustration: View Other — Categories, Notes client

5.2.4.2 Defining categories

To create a new category first select the view “Helpdesk —
Other/Categories”.

w- INFO: The definition of new categories requires appropriate access
rights.

To generate new categories click on the button “New Category” within
the action bar. Into the form “Category” you can enter the different
levels to which the problems belong.

=1B1x]
Ble Edt View Create Actions Iext Help
l[CRE[TE2] .15 aR] LT =
| Address -0 &R

] \

[} workspace [ i GeoCom Helpdesk 6.5 uk - 3¢ fif Category x|

TClose ¥yBave  ¥ySave and next

‘ Category
Selection

Level 1 "Hardware

Level 2 " Printer

Level 3 "HP,

Level 4 Py

Responsible " Worgan Siblins ;=1

Created by Flarian Feldmann at 11.01.2006 16:34
Last Modification by Flarian Feldmann at 11.01 2006 16:35

I BEIEY eedceald

+
-

[ [ e )

]

lllustration: Form for new category, Notes client

First enter the main category into the field Level 1, e.g. Hardware.
Then specify on the second Level another category, e.g. Printer.
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-&b Save and next

_EI Cloze

QUpdate Categories

e

=)

5.24.3

5.24.4
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Altogether four level can be used for a classification of a problem.

Using the menu “Responsible” you can open the Notes Address book
in order to select the responsible specialist. A responsible person can
also be manually entered into the document form.

Finally save the document using the button “Save” within the action
bar.

Click on the button “Save and next” to simultaneously store the
document to the database and open a new form to define another
category.

To close the view finally click on the button “Close”.

To update the category list click on the button “Update Categories”
within the action bar.

Standard solutions

Already solved problems can be defined and saved to the database as
standard solutions. This is especially useful in those cases when the
Helpdesk often deal with the same or a similar problem. With solution
documents, that were defined as standard solutions, members of the
Hotline can quickly solve often occurring problems.

The view “Other/Standard solutions” shows all documents with
standard solutions. The list can be extended and modified by
authorised persons.

In order to use data from a standard solution, activate the section
“Standard solution” within the extended call form, select the
corresponding entry and adopt the data into the call form by clicking
the adoption button.

Solutions |Adding data fror other applications to Notes -
Agent cannat be created
Agent not running: Checking scheduls

Capying infarmation fram ane database to another dassn'twark
Cuslomizing: dditional Motes setlings

lllustration: Section Standard solution, Notes client

Standard solutions can also be used to quick-close calls, which do not
need any further editing (e.g. SPAM or stray e-mails).

For this purpose you have to define a standard solution (see next
section) and mark the field ‘Status: closed’ for adoption. Now mark the
SPAM or stray mail within a corresponding view and click

the button “Quick close calls”. A list including all standard solutions
with the field ‘Status: closed’ checked will appear. Select the
corresponding one (e.g. SPAM) and click OK. The call will
automatically be closed with a corresponding comment.

Defining standard solutions

Having filled in a text for the trouble shooting to the field “Solution”
within the Call form, the document can be used to create a new
standard solution. To do so, use the following action from menu bar:

Actions — Helpdesk — Create standard solution
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Fields that should be adopted into the call when using this standard
solution have to be checkmarked. Data adopted to the fields “Details”
or “Solution” will automatically be appended to the existing content.

New standard solutions can also be created from the view “Other —

New standard solution Standard solutions” by using the corresponding button.

@ standard solution - Lotus Notes =] 3
File Edt Vew Create Actions Text Help
O RE-TE5] &l LT T
| Address -|Jars - ey

[ &5 werkspace | Geofiom Helpdsck 65 uk - 3¢ A Standard solution 3|
Eﬁ ol Close Fy5ave
Standard solution Checkmark allields ta copy inta the call form when H
@ thiz standard solution iz used

Urgeney lowe j
@L Alarm Incaming e-mail B
% Status ‘clased’ hd
@ Property r t
Classification ¥ [Sotware > General I;EI
@ B
Uset access W released
@ Problem: ¥ " Agent not running: Checking schedule
@ Description: 7 7
ﬁ Solution:
T Check the agent's schedule by following these staps
ﬁ 1. Openthe database where the agent resides
2. Choose View-Agents
MNotes displays the Agents list.
3. Double-click the agent in the listto open it.
Motes displays the Programmer's Pane and the Agent properties box,
Al B e D i 6 At e b b =]
[ <) [FFStnded -]

lllustration: Create standard solution

Standard solutions can also be adopted into the list of knowledge
bases from the configuration document (button Default).

5.2.4.5 Release standard solutions

Standard solutions cannot be viewed by every user. By default only
Helpdesk staff members can access standard solutions.

To enable access for standard users, the solution documents have to
be released. To release a standard solution activate the field “User
access” within the solution document.

User access W releazed

lllustration: Field “User access”

All users disposing of the role [ReadSolutions] can now view these
standard solution documents.

5.2.4.6  Alarm profiles

Alarm profiles help to supervise the time management during
troubleshooting. Every single alarm profile consists of one or more
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specific alarm definitions, that test one single condition each. Such
conditions could be e.g. time overrun (delay) or the first emerge of a
specific occurrence within working process.

Aside, alarm profiles can also be used for different treatments
according to different customers.

All definitions of an alarm profile have the same description. Requests
(Calls) can be connected with any alarm profile. An agent on a server
runs two times an hour in order to test all alarm definitions and/or to
trigger a specific action. This agent will be started from the global
configuration document.

As a result of this supervising process the agent sends a notification or
generates a calendar alarm with predefined information each.

Every action (alarm) will only be carried out once. Calls that have a
future re-submission date will not be considered until then (if not stated
otherwise within configuration of the alarm profile).

If a group manager should be informed after 4 hours and the head of
department after 24 hours, it is necessary to set alarm definitions for
each activity.

The sub-view “Alarm profiles” shows an overview of all defined and
distributed alarm profiles. This view only will be displayed if the role
“Supervisor” was previously checkmarked within the access control
list.

The view also contains information to the status, to the specific action
as well as to the trigger (e.g. status not changed for XX hours).

Using the view “Other — Alarm profiles” you’ll get a listing of all existing
alarm profiles.

¥ winter Technologies - Helpdesk - Mozilla Firefox _ O] x|
Datei Bearbeiten  Ansicht  Gehe  Lesezeichen Extras  Hife
I 7
G- - & L) O [ @m0 .0 eitemosmdesaretiamarerane -] © 6o |G,
@ Erste Schritte ., Akkuelle Machrichten ...
Winter Technologies - Helpdesk
[ Adwanced search ] [ Mews Alarm Profile ] =
Calls - open
Other / Alarm profiles o
Calls - in progress
| |un|y if status |actiun |mgger
Calls - all ¥ Incoming e-mail =
= new alarm for editar status not changed far 0.5
Other hours
Alarm Profiles = new message to ariginator immediately
Task planning {once)
Categaries 4 assigned alarm to person (call immediately
Standard solutions aseigned to)
Confguration (Backup) ¥ resolved message to ariginator immediately
Replication conflicts " Special service agreement
Lost documents = onew message to originator immediataly
= new alarm for admin status not changed far
0,08 hours
Statistics
) pending message to group (call immediately
assigned to)
th pending message to group (call status not changed for
Preferences assigned to) 0,08 hours
e & gssioned alarm to nerson (call immediately id ||
‘ » =
GeoCom Helpdesk 6.0 - geosom.de
| 4

Defining alarm profiles

lllustration: View Other - Alarm profiles, browser interface
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.. Mlew Alarm Profile

To define a new alarm profile first open

Page -37-

the view “Other — Alarm

Profiles”. After opening this view click the button “New Alarm Profile”.

Enter all relevant information into this form. With the alarm function you
can e.g. check how far a task has progressed or if a call has been

processed at all.

@ Alarm - Lotus Notes _[O] x|
Eile Edit View Create Actions Help
= BT o oohEmm # B |
| aderess e o&a-]
[ Wotkspace [ ap hd185dnst - Other\alam profile... | i Alarm |
[ Coss [F Edit
Alarm
Name ¥ Incaming e-mails Name of alarm definition
Sottindex Fa Used for sotting alaim profiles in views and

Profile fior call status " new =]
& regularly by scheduled alam agent

 immediately after status modification

Checking thiz alarm definition

Start checking from tickler & yez O no

date if any

selections
Enter the status thios profile should work on

Checking and sending messages could be done
regularly by a server process or immediately after
status modifcation by the helpdesk member.

If 'yes' checking is suppressed until tickler date

“Work time Monday to Friday — from ™ 08:30 110 " 17:30

Work time Saturday ™ pes
fiom  09.00 4 10" 15:00
“Wwhork time Sunday ™ yes

Used to calculate numer of hours [ empty = 24 b

If Saturday should be taken into account as
nomal work day

If Sunday should be taken into account as
normal work, day

E-Mail / alarm subject “ incoming e-mail “[Subject] waiting for
processing
" The message "[Subject]”, ID [ID]. has not

been taken in progress for 30 minutes. Click

E-Mail message text 1

Subjgct in mail messages, Pop up text in
calendar alarms

Message it constructed from <text] Daclink
text2y. Use the following token as placeholders:

here to directly biew the call: [ID2, [Subiect]. [Body]. [Solution]. [Requester]

L Edey eefdcaal

E-bdsil inseit link to documsnt [ pes {ﬁgmﬁgﬁkgﬁf””m' (e ke itel
E-Mail messags text 2 ,

Action Recipient Trigger Hours / Content
@ E-Maillo selected recipient * Flarian Feldmann/ISG @ Status not changed since 150
€ E-Mail to call originator J= T immediately

" E-Mail to cal originator [ only once per call © olf

€ E-Mail to call editor © Field Requester contains

€ E-Mail to supervisar € Field Company contains

£ E-Mail to target parson [call assigned to. ) € Field Info contains

© E-Mail lo target group [call assigned to...] € Field Urgency contains high

© no action © Field Prablem containg

€ alarm to call originatar ' Recipient containg

€ Alam to call originator (only once per call) " Recipient does rot contain

€ Alam to call editor
€ Alarm to supervisor
€ Alarm to selected person

€ Alarm to target person [call assigned to...]

5"

o B

1<
il

lllustration: Form for creating an alarm profile

u

| [FF Standand

For further information on creating and maintaining alarm

grofiles
please refer to the Manual for Administrators for GeoCom

Helpdesk.

5.24.8 Task planning

By using tasks, several conditions can be time-controlled and checked
and if necessary corresponding actions can be performed, just alike to
alarm profiles for calls.

In contrast to alarm profiles, which are always bound to a specific call,
task profiles can be defined and executed independently of any calls
and even independently of the application itself.

Thus, by using the task management, especially recurring tasks can
be easily monitored, e.g. a weekly data backup or the reminder of a
system report that is due on the third weekday each month.

Upon fulfilment of the corresponding condition nearly any action can
be performed by a task profile by simply starting an agent that
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performs the desired action(s).

Users disposing of the role [ViewTask-uk] resp. [ViewTask-de] can
access the view “Other — Task planning“. This view shows all currently
existing task documents.

@ GeoCom Helpdesk 6.5 uk - (Other' Task planning) - Lotus Notes -0 ll

Fle Edt Yew Crsate Actions Help

[CE&- 725 pllleseennm %r%%msmqﬂ
| Address ~[a-0 - o@a-

5] Workspae | i} GeoCom Helpdosk 6.5 uk - X
= H newTask (7 Edit

Replication conflicts
Lost documents

Statistics

- ® condition id = schedule action check condition ™~ lastmodified
SEOCOM » database size > limit (MByte)
i} ~iree disk space < limit (MByte)
10 « Create new  newer Florian Feldr
[7)| Cells-open call 12:20:50
¥ pumber of new calls > limit
G|  Calls-in progrese E «  Createnew  regulary every NN Flarian Feldr
call days 12:02:37
@ Calls - all 6 @  Createnew  asoften as possible Florian Feldr
call 120808
@ Other ¥ number of open calls per helpdesk member > limit
Alarm Profiles ¥ unconditional
Task planning 1 @ Run agent  regularly every NN Flarian Feldr
ﬁ Categories days 12:24:43
Standard solutions il +  Crealenew regularly every NN Flarian Feldr
@ Canfiguration (Backup) call months 12:24:08
=
i
B

o FIeL] o

(] 4| | FF Standard B

lllustration: View Other — Task planning, Notes client

5.2.4.9 Create new task

To define a new task profile first switch to view “Other — Task
planning*.

The button “New Task" opens the following form:

F‘ Mew Tazk

1ol x|
File Edt View Create Actions Tsxt Help
[CRE- 'S3]4£E:0 o :
| Address |l <a~ -]

I |

[ 5 workspase [1if: GeoCom Helpdesk 5.5 uk - [ iy Mew Task x
T Close Fysave ["@;TestTask (€]

New Task

Description ‘Tlme monitaring

Time schedule IWI

Task type & Create new call
© Send e-mail
© Run agent

-

Examination plan

-

Check condition

-

Action parameter

L8 J9Y eedcaal

[ O [
-] | FF Stardard |

il
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lllustration: Form New Task, Notes client

Enter all relevant data into this form.

For further information on creating and maintaining task profiles please
refer to the Manual for Administrators for GeoCom® Helpdesk.

5.2.4.10 Replication conflicts
From this view all conflict documents can be accessed and compared
to the corresponding main document.

For further information on replication conflicts please consult the
Manual for Administrators for GeoCom® Helpdesk.

5.2.411 Lost documents
This folder shows all documents that do not have a corresponding
parent document and thus will not be shown in standard views.

For further information on creating task profiles please consult the
Manual for Administrators for GeoCom® Helpdesk.

5.2.4.12 Configuration (Backup)

In this folder copies of previous configuration documents will be
shown. Each time upon saving the global configuration document, a
backup copy is made and stored into this folder.

For further information on configuration backups please consult the
Manual for Administrators for GeoCom® Helpdesk.

5.3 Groups of actions within views

Actions will be assorted to the groups “Helpdesk”, “Admin” and
“Supervisor”.

5.31 Helpdesk

For Helpdesk staff members the following actions are available:
= Personal Configuration

= Prepare Alarm

= Dial Phone Number

= Selected Documents: Modify Status

= Logbook Alarm

= Logbook Status
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5.3.2

5.3.3

Actions
ChangeDate
Configuration Browser
Remove WarkLoglist

Categorize
Edit Document

Send Document
Farward

Move To Folder...
Remove From Folder
License information

Helpdesk [d  Personal Configuration...
Adrin 3 Prepare Alarm,
Supervisor »  Dial Phone Mumber. ..
Lock Document: Selected Documents: Modify Status...
Unlock Bocument: Loghbook Alarm
Logbook Status

Yiew Optians >

Preview In \Web Browser ¥

lllustration: View “Helpdesk® within menu “Actions”

Admin

For administrators the following actions are available:

= Configuration
= Configuration Workflow
= Statistic Report

= Access rights

Actions

ChangeDats
Configuration Browser
Remove WorkLogList

Cateqorize
Edit Document:

Send Document
Forward

Move To Folder...
Remaye From Folder
License information

Helpdask 3
Supervisar »  Canfiguration WorkFlow. .,

Lack Document: Statistic Report. ..

Unlock Document Access rights

“iew Options »
Preview In Web Browser ¥

lllustration: View “Admin® within menu “Actions”

Supervisor

For supervisors the following actions are available:
= Convert New Mails

= Modify Call ID

= Selected Documents: Modify Common Fields

= Selected Documents: Update

= Modify Categories in Calls

= Move to archive by year

Page -40-
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Actions
ChangeDate
Configuration Browser
Remave WorklogList

Categorize
Edit Document

Send Document
Forward

Move To Folder. ..
Remove From Folder

License information

Helpdesk 3
Adrin 3
Conwert Mew Mails
Lack Dotument: Modify Call 1D,
LWnlack Bocument Selected Documents: Modify Common Fields...
W Selected Documents: Lpdate
Modify Categories in Calls
_ PreviewIn WebBrawser by

lllustration: View “Supervisor® within menu “Actions*
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Mext action date|27.07 2003 16

J[ED 5

|

Resubmission

In the course of completion of a new call a date for re-submission can
be assigned. This allows to control the future job processing.

Setting resubmission date

Within the call form the calendar function can be used to set a date for
resubmission. This can, of course, also be made in case of delegating
a call to other employees.

The priority of this process can be selected from “normal® and “high”,
and a time for resubmission can be specified. Click the clock button
and select the desired time.

To adopt the selected time into the call form, click the confirmation
button. Calls which have been provided with a resubmission date will
be displayed including the resubmission date and time marked by a
clock symbol within views 1 to 3. In case priority for this call was set to
“high”, additionally a red exclamation mark will be shown.

All views contain a frame at the bottom of the screen showing all
entries which are currently in your resubmission.

@ GeoCom Helpdesk 6.5 uk - (1. Calls - open'a. new) - Lotus Notes ]
File Edit Wiew Create Actions Text Help
== 1l -| -B T - ]
| Addess -le-o-@@Ral-]
€ warkspace | 417 GeaCom Helpdesk 6.5 uk -(1.. x|
(= = Gjoal [ enotercal (FEdt @ = BFindinview G4
— - call date ~ call f reply from ~ problem in progres
SE€O0OCOM =1 10012006  Tompson, Philip itregular system crashes (Notes Hew Ci~
@ 1248 508
= 05012006  Milus, Jonathan Maintenance period Hew C:
Ell Calls - open 1251
& new calls
@ b. new + assigned = 04012006  Thorgal John PDF convetter: Program etror upon MNew C:
: 1005 converting web sites
C.new + in progress
@ = 03012006  Winter, Geshardt VoiceMessage 25805-01-03-2000 Hew C:
-l EegEse 15:42 +9-171- 3056789
@ =1 03013006  Herman, James Dial-in problem: Ho connect Hew C:
Calls - all R
£ 20123005  Bermondis, Soma Update installation notebook Hew C:
ﬁ Cither 1805
=1 23123005 Delayne, Simon Cell phone error Hew C:
@ Statistics 1421 m‘z‘
Tickler sniries for today refresh m
ﬁ 17.01.2006 09:15 - John Thorgal: Server Crash
[ 4 [FFSndsd 4]

lllustration: Frames for personal resubmission
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7 Statistics

With GeoCom® Helpdesk it is possible to generate Statistic Reports.
This makes it possible to precisely analyse and evaluate all calls
including the solving process.

The view "Statistic" is only available for members who have the
necessary access rights.

71 Views (statistics)

By the option “Statistics” Helpdesk staff members get an overview of
all calls separately to the following views:

call open time
work time
requester
company
editor

call type
category

@mpoooTp

The view "call open time" displays all calls according to year, months,
request from, start work, end work, count and work time (h). The listing
of call open time makes it possible to analyse how long a solution
process takes. Aside you'll get precise information about the entire
solution process.

€ winter Technologies - Helpdesk - Mozilla Firefox (=] 3]
Datei Bearbsiten Ansicht Gshe Lesezsichen Extras  Hife
QEI - L:) - é; (X E/]\[ | http: /110,110,110, 16/DEMOS hdsSUk.nsF fwMainFrame- j Q e |@_
@) Erste Schritte 24 Aktuelle Nachrichten ..
Winter Technologies - Helpdesk
Adwanced search =
Calls - open
Statistic / a. call open time [+
Calls - ih progress
yea |mnm| | date |star1wnrk | end wark |cnunt |
Calls - all w1 - 2006 15 =
W Bermondis, Sonja 2
Dther 03.01.2006  11.01.2006  11.01.2006 !
1319 16:06 16:07
Statistics 06.01.2006 11.01.2008 03.02.2006 E
& 6l e 18:32 16:06 1213
b.worktime “w Daniston, Marc 1
©. requester 04.01.2006 11.01.2008 11.01.2006 i
12:21 16:08 16:10
d. company J
e. editor b Delayne, Simon 1
. call type W Feyer, Stephanie 1
(L G 15012006 30122000 14.022006 [
14:23 12.07 1110
P Istanis, Laris 1 |
Bislen b Meares, Leif 1
“whlilug, Jonathan 1
Logout B
) » s
H
GeaCom Helpdesk 6.0 - geocor.de
| Y

lllustration: View Statistics a. call open time, browser interface

The view "work time" displays — on the average - the time spent for
solving a problem.

Using the view "requester" it is possible to visualise those persons
who have sent a call to the Helpdesk in the past. Helpdesk staff
members get information according to the number of calls sent by a
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7.2

person (year and month) and an abstract about the status. Additionally
the reaction time and call open time (hours) will be displayed.

Similar to this the view "company" displays customers who have sent
a call to the Helpdesk in the past.

Likewise this view displays information according to the number of
calls sent by a customer (year and month) and an abstract about the
status. Aside the reaction time and call open time (hours) will be
displayed.

The view "editor" displays all Helpdesk members (persons) who edit
calls resp. have worked on the solution of problems. The information is
subdivided according to year, month, and day.

The view "call type" gives an overview of the way the Helpdesk
usually is contacted. For this, the view displays the calls according to
year and month. Aside the call type, e.g. number of phone calls, e-
mails, the status, and a problem description will be displayed.

And finally the view "category" provides you with calls sorted by
categories.

Creating statistic reports
Using the action “Statistic report® it is possible to visualise different
statistic reports. To create a statistic report first select from the menu:

Actions — Admin — Statistic Report

You'll get the following dialog box:

Choose a report type, date range and status

Report ype IAII j IHequester j sorted by ¢
Deterangs:  [uontr  v| [2-2008
Compare o
Status: v o*
new
work in progress
azsigned to group
assigned individually
resolved
clozed
Display calls ™ wes Minimum nurmber of calls

lllustration: Dialog box to choose a report type

Select the “Report type® (e.g. list of requester, companies, editor), then
select the “date range” (e.g. by day, month, quarters and year).

Additionally it is possible to compare it to the past month, quarter or
year and include these information into the report.

The “status” of a call can also be selected (e.g. in progress etc.).

The field “display calls* causes — if activated — details according to the
calls being displayed within the statistic report.

Finally, you can define the “minimum number of calls* to determine the
minimum number of occurrences an entry has to have to be included
into the statistic report.

Confirm with the button OK to generate a new statistic report.
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i (Untitled) - Lotus Notes =13l x|

File Edt Wiew Create Actions Help
P =] Bletooohnm
| Address -]~

1

[ Workspace [ 5 Geolom Helpdesk 65 uk - (1.... 3| 1f (Uniited) |
Report 'Requester’ - sorted by call count

—

01.01.2008 ‘Waorktime

31.03.2006
John Thargal 3 03:.02
Sirmon Delayne 3 08:26
Philip Tormpson 2 5210
Jonathan Milus 2 05:.09
Sonja Bermondis 2 3er
Gerharcht Winter 2 43:02

15.02.2006 17:23:48

Hoay sedcaal

[ | [ FF Standard -

lllustration: Statistic Report
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8

8.1

Alarms

Helpdesk staff members (First- and Second-Level) can work with
personal alarms. In order not to forget a request within daily work, to
each call an alarm can be assigned, which is displayed within the
personal Notes calendar. Alarm entries can be generated individually
or for other Helpdesk-members.

Adding alarm entries to calendar

To set a personal alarm, first select the call to that a new alarm should
be assigned. Then checkmark the entry within any view and select
from menu:

Actions - Helpdesk — Prepare Alarm

You'll get the following dialog box:

New alarm entry [
Alarm for Florian Feldmann/SG | oK

Info [Helpdesk alamm: Call 1215 of John Thargal: |-

FPOF converter: Prograrn error upon

converting web sites

Dateftime 15022006 18 13:00 @)

& new alarm is prepared. Modify recipient (assuming that you
are allowed to write to the recipient's mail file), text and
dateftime to your needs and click OK to create the alarm

lllustration: New Alarm Entry to Calendar

The text field of the dialog box displays the problem description of the
call checkmarked before. Aside the Call ID and the requester’'s name
will be adopted to this field. However, it is possible to enter other
textual information.

Then select a date for the alarm via the Notes calendar and set the
time for reminding. Confirm with the button OK. The alarm entry will be
added to the personal calendar.

The alarm will be displayed as pop-up-window on the screen.

Alarm H B
On 15,02 2006
A 17.37

Helpdesk alarm: Call 1215 of Jahn Thorgal: POF

converter: Program emmor upan carverting web sites

Shanze far ITU 3: minutes

lllustration: Pop-up-window Alarm

Using the button "Close" will close the alarm. Should the alarm drowse
enter the time range in minutes, e.g. 10 into the window beneath and
click on the corresponding button.
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8.2 Deleting alarm entries from calendar

To delete an alarm entry from the calendar, first open your personal
calendar. Select the alarm entry so that it is highlighted by a black
frame. Then press the Del key, followed by F9.

A dialog box will appear asking whether you want to delete this entry
from your calendar. Confirm the dialog with OK and the alarm entry will
be removed.

w INFO: Alarms will only be shown within the personal calendar if the
call has been provided with the information about date and time and
then has been saved.
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9 Personal configuration

The user interface can be configured according to personal resp.
Individual needs. To set settings within the personal configuration
document select from menu bar:

Actions — Helpdesk — Personal Configuration

The personal configuration document will open.

Alternatively, you can use the option "Preferences" from the navigator
within the web browser interface to open the personal configuration.

The different configuration parameters will be grouped into the
following sections for more clarity:

= Common settings

= Application start settings
= New call settings

= Edit call settings

After you have configured your personal settings click the button “Save
& close” within the action bar.

9.1 Common settings

Ioix!
Eile Edit Y¥iew Create Actions 3Section Help
[CR&- 53] B -l -B 1! ]
| Addrass -la-o ety

[ workspace |7 Geolom Helpdssk 6.5 uk - (1. 3| Ay Personal Configuration 3¢
(23] By 5eve 8 close
% Personal Configuration
@l + Common settings
=i Dialogue language T german
@ @ english
@ b Application start settings

b New call settings

ﬁ b Edit call settings
=
++

[Alarm: Helpdesk: alaim: Call 1215 of John Thorgsl PDF converter Program ermor .37 [ FF Standard |

lllustration: Section “Common settings”, Notes client

Within this section you can specify whether you want to use the
German or English user interface.

9.2 Application start settings
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=
File Edit Wew Create Actions Text Help
e B - ]
| betress -le-T-oea-]

] 1

[&) workspace [ ii; GieoCom Helpdesk 6.5 uk - (1.... 3| 73 Personal Configuration X |

¥, Bave & close

Personal Configuration

» Common settings

w Application start settings

Tickler auto display if entries within the next NN days BE3 a

b New call settings

b Edit call settings

Hoay setcaal

[ | [ FF Standard -

lllustration: Section “Application start settings®, Notes client

Use the option “Tickler auto display if entries within the next NN days*®
to set the time range for displaying documents with resubmission date
at application start. Aside current documents with resubmission date
also future entries — if available — will be displayed.

9.3 New call settings

¥ winter Technologies - Helpdesk - Mozilla Firefox o [ =] S|
Datei  Bearbeiten  Ansicht  Gehe  Lesezeichen  Extras  Hilfe
n
G- - & ) @ o oo emenoghdes kst mne -] © 6o |G,
@ Erste Schritke -, Akkuelle Machrichten ...
Winter Technologies - Helpdesk
Calls - open ——— Default new -
MNew call settings status for
new calls
Calls - in progress
Select ™ yes
all ! reguester
A= autornatically
for new calls
Other
Display open | Requester and Company = —
calls
Statistics automatically
Show call
history from
Fre nn days
Logout Input farm Show section Knowledge base' =
shyle
GeoCom Helpdesk 6.0 - geocom.de
‘ Fertig 4

lllustration: Section “New call settings", browser interface

9.3.1 Default status for new calls

Hereby you can select between “new” and “work in progress*. Select
“new", if you preponderant only record new calls. If you generally work
instantaneous on new calls, select “work in progress®.
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9.3.2

9.3.3

9.3.4

9.3.5

9.4

Select requester automatically for new calls

By the activation of this field, while recording a new call, automatically
a list with all requesters will be displayed, in order to select a
corresponding entry from the list.

Display open calls automatically

This option serves to configure the automatic display of open calls.
Altogether four options are available: “No“, “Requester, “Company*,
and “Requester and Company*.

As default for the usage as customer support system the option
“Requester and Company* is recommended. For exclusively in-house-
support (support for own employees) usually the option “company” is
used for the corresponding department. In this case the display of all
open “problems of the departments® leads to a huge number of open
calls. To avoid this the option “Requester” should be selected.

Show call history
With this option you can set the time range for displaying historical
documents at application start.

To display documents of one year, e.g., fill into the field 365.

Input form style

Here you can select, which section of the call form should be viewed
on opening the call form: Classification, standard solutions or
knowledge base. This selection does not impact the availability of the
sections! Sections can be switched anytime by clicking the
corresponding button.

Edit call settings

© ISG Information Systems GeoCom GmbH

GeoCom Helpdesk Manual for Helpdesk staff members Version 6.5 Build 653



GeoCom® Helpdesk 6.5 — Manual for Helpdesk staff members

9.4.1

9.4.2

9.4.3

9.4.4

Page -57-
igix]
Fle Edit View Create Actions Text Hslp
[CHES- A5S) Bl S v
| Address -2 aRa+]
] |
[} Workspace [ i GeoCom Helpdesk 6.5 uk - (1. | 73 Personal Canfiguration x|
B3| By 5ave 8 close
« Edit call settings E
@ Button "Save & close” I yes
IH Logbook entry on save: [ ves
Default knowledge database € 156G Customers
@ © Motes B Help
@  Hotes B Admin
€ Knowledge Base
@ © all Helpdesk calls
€ Standard solutions
© all knowledge bases
ﬁ ' Helpdesk calls (2)
© Standard solutions (advanced)
@ Send notification after assigning call to person & no
@ © atter confirmation
€ sutomatically without confirmation
'ﬁ Send notification after assigning call to graup & no
= © atter confirmation
wd ' automatically without confirmation
j Buttan *Fhone” T res
Uss parsanal alarm & no
€ with confirmation
' automatically D
Mame of mail databasze for perzonal alarms (only if not rJ
identical with sstting in lacation docurment)
Assigning problem categories @ select categories hierarchically
€ useflatlist
L]
I 4] [FFotondd 4]

lllustration: Section “Edit call settings®, Notes client

Button "Save & close"

Use the checkbox to set if the button “Save and Close” should be used
within the call form. It allows to save and close a recorded new call
simultaneously, without renewed confirmation. If this field is
checkmarked the button “Save” will not be shown within the action bar.

Logbook entry on save

The activation of this field guarantees that a new work log will be
requested if a call is saved. If this field remains empty, the automatic
request is suppressed.

Default knowledge base

For this you can choose between a default solution or knowledge base
which is selected automatically while recording a new call.

Send notification after assigning call to a person

These field serves to set if notifications should be used while assigning
calls to persons. Click on the corresponding fields to select either if you
do not want to send a natification to the person, to whom a call was
assigned, send a notification after confirmation or send notification
automatically without confirmation.
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9.4.5 Send notification after assigning call to a group

This field serves likewise to set whether notifications should be used.
The configuration is similar to the configuration described above.

9.4.6 Button "Phone*

Use this checkbox to define whether an additional button should be at
your disposal within the action bar. Using this button you’ll open a
dialog box, to that you can adopt existing entries or to fill in telephone
numbers.

Internally the standard Windows TAPI is used.

9.4.7 Use personal alarm

These fields serve to set, whether personal alarms should be used.
Click on the corresponding fields to select, either if you do not want to
use personal alarms, use alarms only with confirmation or
automatically add alarm entries to your personal mail database.

9.4.8 Name of mail database for personal alarms

Personal alarms will be inserted your personal mail database.

Usually a mail database will be identified from the currently active
environment. If the database defined there should not be used for
alarm entries, it is possible to select another database. Hereby it is
necessary to enter the entire file path of the database (e.qg.
mail\msmith.nsf). The system where the currently used Helpdesk
application runs will be used as server.

9.4.9 Assigning problem categories

Here you can set type of dialogue for assignment of problem
categories, it means whether categories should hierarchically be
selected or a flat list should be used.

9.5 Other Actions

There are the following actions available from the actions menu:

- Use settings for new users
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9.5.1

9.6

Use settings for new users

Use this action to overwrite your current personal settings with the
predefined settings for new users.

Policy for personal configuration

The system administrator of GeoCom® Helpdesk can define a global
policy for the personal configuration.

With this policy, certain parameters of the personal configuration are
globally defined and cannot be changed by the user.

In case you try to change parameters from the global policy
restrictions, you will see a notification on saving the document, which
informs you about invalid changes and resets these values to the
policy.

Comecting personal settings ]
i Due to our intemal policy the * marked entries have been modified:
* Tickler auta display if entries within the nest NN days
* Default knowledge database
Use personal alarm

lllustration: Correction of the personal configuration by policy
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