SITEHKGLIPDESK com

Administration and
Configuration Guide

SITEWGBDESK

Version 7.8

Last updated April 2011 for version 7.8

New configurable features and revisions are shown in red: Email Lists and Customer
email Marketing Opt out, Customer Sector/Region analysis. Operator / Team call
assignment opt out. Task list workflow. Email customers on all call status updates. New
Reports for Call Source analysis, Call Metrics and HO reporting.

Operational new features are highlighted in the Operator Guide.

Check your current version from Help, About menu.

If you are on an earlier version then upgrades are available to customers from the

support site i Do not upgrade from the down load registration page as this will
overwrite data and configuration.

Refer to the separate Installation Guide for
software installation and registration instructions.
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Introduction

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

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

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

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

o0 Each page has a 3.: button that will display relevant help on that page.
This help text may also be searched upon from the Help, User Guide
option.

A On line Community Help.
o The sitehelpdesk.com community support site provides customers with
6Linksé to a number of technical referenc
o A Frequently Asked Questions (FAQ) database is available from the
community support site.

This guide does not duplicate the above, instead it explores the
administration options and provides some guidance on to the various ways
that the product and your support department may be organized and
managed to work effectively together.

A Notes, Tips and Cautions contained in this guide
o Notes i Interesting information related to the surrounding discussion
o Tips - Offers advice or teaches an easier way to do things
0 Cautions i Advises you about potential problems and helps you avoid
them.
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Accessing the Application
A Operators
Supportper sonnel (Il abeled 60Operators6 by default)
their web browser and going to the following URL (Uniform Resource Locator or web
address).
HTTP:/{your_server}/sitehelpdesk
or alternatively via the pda interface at

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

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

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

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

A Customers
External Cust omer s (| abmdyacdessihe applicasionesing by def a
their web browser and going to the following URL

HTTP:/{your_server}/sitehelpdesk/user/log.asp

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

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

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

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

page, or give each customer 6é6Contactoé their ov
and their own password. These are created in the Contacts tab under the

Administration, Customer menu option.

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

There are a number of configuration options available to manage the features that
are made available to Customers. These are explored under the customer
configuration options sections in this guide.

Page: 2
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Sitehelpdesk Alerter

There is also a sitehelpdesk Alerter application that can be installed on individual
Operator desktops. This displays a notification to Operators when new calls are
assigned to them and provides a direct link to their open calls. Customers may download
this from the support site and review the sitehelpdesk Alerter installation guide from the
sitehelpdesk.com support site Software Upgrade menu.

Sitewebdesk support philosophies

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

This is achieved by
a) Providing customers with the facility to log and track their own support requests.
b) Providing customers with ofupoventetneFAQ6s, whi c|
c) Providing a support and account management web site for shared sources of
information via the links and knowledge base options

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

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

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

Quick Start

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

Obtain a license key

Set up any O0Teamsd that you want your Operat
Create the Operators that you are licensed for and allocate to their relevant team.
Check the Administration, Configuration required options and, modify if need be.
Enter your Product or Service descriptions

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

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

I I I I I

> >

The remaining configuration options and tools may then be explored in the free time
realized by implementation of sitewebdesk.
Page: 3
02011 sitehelpdesk.com Ltd



t hen
from t he

Caution: If you are importing your own dat a
Gui dedo availabl e

pl ease refer
community web

1

Upgrading from sitehelpdesk to sitewebdesk

Sitewebdesk has it és asingsitehalgesktheh iemay dtilube i
upgraded. Upon request, you will be sent a zip file. These pages will utilize the same
existing sitehelpdesk database but will overwrite your current configuration settings.
These will then need to be reentered via the new Administration, Configuration page,
which has a number of new features for customer support.

Upsizing to SQL Server
Do not attempt this without first contacting support@sitehelpdesk.com for detailed

instructions. Customers may also obtain upsizing instructions from the community web
site.
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Customer Administration Menu Options

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

i] Use the on page help for full details.
Customer
Your customer details should be entered here or imported following the data import

guide. Note that all terminology may be modified via the configuration page to reflect
your business.

@ sitehelpdesk - Windows Inteme—t Explorer . lilﬂlﬂ‘
@Q b4 |G h_tt;:-':hd’lﬂg-':ita\.‘r:bc\r::k.-’imtIa(.azp':recI\rr:ct: i 4| X |)’-/ Bing L -
File Edit View Favorites Tools Help
7 Favorites (3 sitehelpdesk - v [ g v Pagev Safety~ Tools~ @~ ”
Login:  admin rET Address Contacts 1) Products (o) Hardware (o) | Change (o) ‘ Events (o) Calls ) ‘ l]
caino. : [l
Customer
Customer :  Angela Appleton Ltd [CINo Marketing
Address
Address - The Street
Town : Townends County :  Surrey
Postcode :  GGU 556 Country - UK
Phone : 0171 144324 Fax : 02074195174
Administration Status
Status - mE] Acc No. - ANGOOT
Type - Branch - Head Office - Charlie Chalk [5]
Sector : Technology - Region : Europe -
Hourly Rate : 000 s SLA Profile : Gold Level -
Support : {assign to} ~ Acc Manager: {assignto} -
Customer Interface
LogonlD : Password : |71 Locked out (view log)
Welcome - {select} - FAQ / Links :
Comments ©: This text will appear when vou log new calls -
(customer dossnt ses it) - [¥|Display
=
,E ej Local intranet | Protected Mode: On dh v H100% v

Address

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

No Marketing check box is used to opt out all this customer& contacts from the email
marketing email addresses available form the email icon on the customer search page.
Alternatively, individual contacts may be opted out.

Page: 5
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Status: This is available as a searchable field and can be used to track the progress form
Lead, to Prospect to Customer. You could of course rename and use for other functions.

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

Type: CUST_TYPE value list allows you to create hierarchal descriptions of your
customers.

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

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

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

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

Support: This customer may be allocated a support operator or a Team. When
customers log tickets then if no auto assign is available for a call type/ sub type then a
checkismadetoseeift here i s an auto assign Operator

Account Management: This identifies the Account Manager or Team of Managers. The
Operator accounts may be used to identify them as Account Managers only. They will
then be restricted to an Account Management menu option that will allow access to the
above customer, product, contact, call and change history records only for those
customers where they are either the Account Manager or a member of the Team
assigned as the Account Manager. Note that they may also only Link customers to
others they are the Account manager or Team member. These account Managers

from

operator idodés are avai lsalé@stehalpdeshcommrcauced r at e. E

quotation.

Login id and Password: This is an optional way for your customers to access their
support site features. It is a shared id and password. The alternative is that you give
each named Contact their own unique login id (their email address) and password.

Welcome: The value list USER_MESSAGE may be used to create a number of unique
welcome messages for customers. The welcome messages are entered and updated
from the Whiteboard menu option and may include imbedded html to pick up customer
Page: 6
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logos, add new links, change text colours and so forth to give each customer their own
unique customer support experience.

FAQ / Links

This feature may be used to provide customers

Each FAQ and Link can now be assigned to a specific Group (CUST_GROUP).

Create CUST_GROUPS via the Administration, Value Lists option and then assign one
or more groups to the customer viathe c u s t o @®up dugton.

You may quickly view what FAQ6s and Links that

handy FAQ and Links buttons on the customer update page.

Note:Cust omer s wi | | see all FAQbs and Links ti
those specifically in the customer group(s)
and Links must also be ticked for customer viewing to be included.

The customer self help features where FAQO6s
selected will always be displayed to all customers regardless of their group membership.

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

Contacts

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

Address | Contacts 2)

Products () | Hardware (o) | Change | Events ) | Calls o) | l

Customer
Customer :  Angela Appleton Ltd
Contact Details

Name : Angela Role -
Phone : Mobile :

Email test@testcom Password :  password

7| Active Mo Marketing V] Manage Contacts Locked out (view log)
Save Delete.
To) [cc] (Bec] Mame Role Email Phone Mabile Active No Marketing Manage Locked

| test@test.com X X

ImF

bob@test.com X

Send Email

A contact may be opted out of marketing email list and be given the privilege to be able
to update all contact information (add, delete, amend) via the customer support site.

Page: 7
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If you have a Head Office / Branch structure then any contacts entered in the Head
Office will be able to log calls for Branches and be assigned on a Branch call. Do not
enter them multiple times.

New Contacts may also be created from the Operator 6 s New Cal | page when |
call, if the Permission to create customer records has been allowed in the Permissions
section of the Configuration page.

Products
Each customer should have at least one product selected. Note this may be labeled a
6See®i by changing the terminology | abel and addi

Administration, Product page. Products/Services may also be assigned from the new
Call page.

Hardware

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

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

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

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

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

Calls
This option displays the complete call history for that customer.

Customer Self Registration (new feature in 7.0)
There is a feature available to allow customers to register themselves over the web. To

turn on this feature, change the file extension for \user\selfregistration.as_ to .asp and
create a link to the page from your web site.

Page: 8
02011 sitehelpdesk.com Ltd



) Customer Registration - Microsoft Internet Explorer

Edit  ¥iew Favorites Tooks Help

{dddiress | iy web comtauebdedonuseriegatatonas v Ee
Customer Registration SITEHCLPDESK o

uired and must

Customer Information

Contact Information

Mame:

Administration Features Summary

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

Team

Teams are used to organise and group Operators. There is a check box to ®isplay in
Call assignmentsé . I f unchecked then this Team does not

Operator

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

Restriction: Access to My /Team requests only, allows you to limit an Operator to only
view and update calls that have been assigned to them or to the Team(s) to which they
belong. They will not have access to other oper &

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

This option will make customer records available to any operator classified as an
account manager. This is achieved by selecting either their name or a team they belong
to on the main customer page from the Acc Manager drop down list. The new Account
manager menu contains only their own / or their Teams designated customer records
and associated contact details and products records. They will then have the ability to
update these and rmsoftcommmurications)élod sps eto e

Page: 9
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This feature may be used to provide all sales staff access to the helpdesk to manage pre
and post sales activities without impinging on the call management or administration
features of the helpdesk.

The Manager selection allows you to allocate each Operator to a manager which is then
used by SLAmonitor via Administration, Priority as an option for SLA notifications when
thresholds are reached.

Check bbixsploaydo i n Call as si g n m®Opetatsr@oes notf
appear for assigning on calls.

Access Control: options to allow access to the various menus.
Note that if access is given to Account Manager menu then they will only see customers

where they (or a Team they belong to) has been specifiedint he Cust omer 6s

under Acc. Manager record. This is to restrict Account managers to only customers they
manage.

For example, you can create a 6Salesd Team and

and select the Sales team as the Acc Manager on each customers address page.

The Operator NT Account (domain\id) may be entered here and will then complete the
login page automatically.

Priority

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

Call Types

Set up Call types and associated sub types and check those that Users will also use.
You may auto assign an Operator / Team.

unchecke

Sub Type Maintenance for Hardware ?
Existing Sub Types -
Computer Sub Type : Printer Request
Modem
Printer Issues Auto Assign Operator - PC Support -
Printer Request )
Semnvice Type : Request =
Senvice Catalogue : WNew printer will be ordered after reciept -
of asigned order. Expect deliery within E
two weeks. -
Allow Customer : J
[Save|[Delete | | Tasklstid) | Back

The Service Type provides a new level analysis for Call types/Sub types. It is effectively
a higher (third) level grouping. By default this is set to Incident or Request but these can
be changed via the Administration, Value List SERVICE_TYPE. Service Type reporting
is available from Top Call Types and Call Chart.

Page: 10
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You can turn on the Service Catalogue from the Administration, Configuration and may
make the data available to Customers (Business Catalogue) and Operators (Technical

Catalogue) from their call pages.

Call Type Maintenance

Existing Call Types -

Configuration
Hardware
Software

Call Type -

Allow Custory

88

[ Business Service Catalogue

Task Lists allow you to detail the tasks required to complete the type of call.

The Call Type page contains two Print icons, One for Technical
Service Catalogue (details available to Operators) and one for
Business Service Catalogue (details available to Users).

This information is made available from red icons on the Customer
and Operator call pages. See examples in Configuration, Service
Catalogue section.

Task List

Call Type - Hardware Sub Type : Printer Request

Seq. Task

4 Obtain signed purchase approval

5 Contsct preferred suppler and send order.

3 On receipt check and scan serial number into Asset Register

4 Re-assign to nstalation enginer

Call Update
Call Details
Mo. - ’47 [[Urgent [CIProblem [Clinc. KBase é] @J EJ QJ
Summary : need new printer g 1
Description ©  please arrange as part of your IT services -
Customer Details
Customer :  Angela Appleton Lid © Contact: Angela -Q
Product : {selectproduct} -
Call Status
Call Type : Hardware - Sub Type . Printer Request - LJ
Operator : PC Support -+ & Priority : 3. Medium -
Status : Open -
Call Adtions
Events Tast Comp |Dste |Operator | *
All/Op fUser  Nopiein signed purchase approval &)
Contact preferad supplier and send order. B =
On receipt chedk and scan serial number into Asset Register | [ i
RESUIUTIOTT -

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

Call Status

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

FAQO S

Frequently

Asked

Questions,

or FAQ®O

S, ar e

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

02011 sitehelpdes

k.com Ltd
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You may search and update these from here and ensure they remain up to date and
relevant. You may also add attachments with detailed descriptions and images to aid the
end user.

Login:  admin @ FAQ Maintenance 2]
el s - 8 FAQID: Operator Viewed : o
o A Last Updated - 03/26/2001 07:30:55 Customer Viewed : [0 |©
Home Updated By -
Hel
P Show Customer - Group - {select}

Call Management

Change Management =
Tools Question - = FAQ View Summary - Windows Internet ... |

Rdding a networked printer to your BC
FAQ View Summary
[i Change Password )
~ Date View By
[0 Contacts List
12/0%/2008 16:09:52  admin
Answer - cinars .
12/0/2008 15:28:12 =dmin
= ASSEt Managen]ent Click on Start, Settings, Printers. Select N .
@ Administration Network Print Server. Select network locatio] 10002008 180527 =dmin
12/02008 14:58:49 =dmin
| é] [ Update ][Delete ] [ Spell Check ] [ Attachments ]

There is a summary of the number of times the FAQ has been viewed and by clicking
through you may see when they were viewed and if they resolved Customer issues.

FAQO6s may be associ adar @roupst. Othesgustomerd, notintltal s t o m
Group, wildl not be able to view the FAQOs. Ther e
the Administration of Customers.

Features Include:

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

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

—ISDE" EhzEs Spell check on gquestion and answer text:

Page: 12
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3 spell Check - Microsoft Internet Explorer provide 0] x|

Mot Found in Dickionary:

a networked printer to your PC speel checker Iarore Once: |

Ignore All |
Add to Dictionary |
Suggestions:

spiel Change I
steel Change Al |
AutoCorrect |

Dickionary language: English tInternationall
[ Check grammar

Options. .. I Unda | Done I

_ Attachments_| Attachment buttons always show how many documents there are. The
view for requestors does not have attachments via a button but provides the URL directly
on their FAQ query page

Links

Manage the Links that appear under tools menu. Saved reports appear here too.

Reply Messages

Create quick reply messages that can be selected when updating Events on Calls.

Event Reply Message Maintenance

Name : Sample Text

Reply Message © yirite some text here to auto insert into an Call Event for  +
standard replies

Event Reply Message text has been updated

Whiteboard

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

Scripts

These are used to collect additional information when logging tickets, without cluttering
the page with extra fields that are only sometimes relevant.

Page: 13
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Call Templates

There is nothing new to configure here but any Template calls created from a master are

now be treated as Linked calls.

Survey

Create online survey of user satisfaction.

Survey Maintenance

Existing Surveys -

Customer Feedback

MName -

Description :

Option 1 :

Option 3 :
Option 5 :

Customer Feedback

Questions (6)

Please take the time to complete the following

survey to help u=s improve our service.

Thank you.

Poar - Option 2 - Average
Good - Option 4 : MNfA
{select} - Option 6 : {select}
|Save | |Clear| | Preview | | Feedback Charts |

For a Call related survey use this hyperlink in the Closure email.

http://ishd108/sitewebdeskiadmin/survey.asp?srv=18&id=#callid#

For a general survey use this hyperlink in an email or on a web page.

http://shd108/sitewebdeskiadmin/survey.asp?srv=1

To create an email to a selection of users.
Click here

-

-

-

m

Delete

Enter a survey name and the description that will be presented with the survey.
Select the ranking options. You may set your own options from the Value List i
SURVEY_OPTIONS.

Save this survey. Then select again and enter your Questions. Word these in such a

way as the customer can select an appropriate option ranking.

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

02011 sitehelpdesk.com Ltd
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(2 Survey Preview - Windaws Internet Explorer [9=1E3]

Survey
Please complete this online satisfaction survey
Very

Poor Average Good o
1. how do you find our service o O o o
2 How well did we respond o O O le)

How did you find the engineers skills ta sole your

3 faquest c o O (o}
Comments -
Name :
Phone -
Email

URL link for that survey are presented at the bottom of the page.

The first may be put into the closure email (and be association to that call id). When
putting into a closure email text via the Administration,Configuration page, use code
similar to the following (substituting your actual helpdesk web address). Note that the link
includes the srv=X which is the survey id number.

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

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

The third Sample Survey option is to generate emails to a sample number of users
based on the number of calls between two dates.

Sample Call Selection
Selection

Date range -from: 1 = Apil > 2008 w to: 19 w~  Apil > 2010 v Pct: 5% v ©

Call User Email Summary
Angela Appleton  Angela.Appleton@myco.com demo

Charlie Chalk Charlie.Chals@myca.com demo

& Susan Smith Susan.Smith@myeo.com demo.
Generate Email

Subject - Survey

Body -  Pplease take the time to provide some feedback on your
recent support enguiry. It will only take a minute.

Preview Send Emails (3)

Feedback Charts

Two types of surveys may be distributed - Call related via call closure notification emails
or General for customer satisfaction, distributed via email or URL (web) Links.

There are different chart views for each survey depending on whether they are Call
Feedback or General Feedback surveys.
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@ Call feedback displays a table of survey results organized by the support Operators
and Teams and a chart of the survey results. You may enquire on each operator /
Team to see the results details for them and enquire on the actual calls they relate
to. You may also select a single Team and group all the team member call survey
results into one chart.

© Development

(O%) 0% (0%) (0%
0 0 0 0

9 Join (O%) (%) (0%) (0%}
0 0 0 0

© EC Suppot %) 0% (0%) (0%)

© Total 1
(17%)  (33%)  (33%) (175 2@E3.3%)

Survey Feedback

Sumvey © |CuslumerFeedback V‘ Team - ‘(3”} "l

Date range - [January v [2009 v [March v [2009 ]

© Call Feedback ¢ General Feedback

Poor Average Good MN/A Results Chart

0 0 0 5 Total
Qlassintol g o 0w
2@ T
admin 1 2 21 o
(7% @I (@3%) (07

1(18.7%)
0 0 0 0

Mrosr Daverage Meoos  Mnm

Survey Responses : 1

Team/Operator one.

Note: Some Operators may belong to more than one Team in which case the sum of
all Team selected feedbacks may be more than the sum of the individual

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

Survey Feedback

Survey - |Customer Feedback | Team : |Development ¥

© Call Feedback & General Feedback

Customer Feedback

AeRIN) T T

4@E33%)

Eroor  Caverage M oood  Mua

The Survey results are tabulated in the Responses button.

02011 sitehelpdesk.com Ltd
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lows Internet Explorer

Survey Responses (2)

Customer Feedback

Please take the time to complete the following survey to help us improve our senice. Thank you.

Poor  Average Good

. . 2 0
7

1. How would you rate our initial response time H00%)  {0%)

2. How would you rate our time to resolve the issue? 0 2

0%)  [100%)

3 How you you rate our ability to keep you informed of any 0 0
progress? 0%) 10%)
4. How would you rate the knowledge of the support contact? {9265 :DE]*:I
5. How would you rate the attitude of the support contact? {3263 KD?*I-
6. Overall how would you rate our senvice? 0 2

0%)  [(100%)

ota! [17%)  (33%)

0
(0%)
0
0%)
2
(100%)
0
(o)
2
(100%)
0

{0%)

(22%)

NAA

0
0%}
0
0%}
0

0%)

2

(100%)

0
(0%)

0

(0%)

(17%)

02011 sitehelpdesk.com Ltd
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Scheduled Calls

Calls may be automatically generated by the SLAmonitor service. Set up the call
template and then set up the schedule for the calls to be created, e.g daily, weekly,
monthly etc.

Scheduled Calls

Description : Weekly Offsite backups
Template : Backups -

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

Last Run :

Active - 7]

| Update | | Delete | |Eau:k|

Only one template can be selected at a time, scheduled call do not generated multiple
linked template calls from a master. However, you can create several scheduled calls for
the same frequency, e.g daily.

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

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

Firstly, check the O6Requi r e dtiénresgondsinthegwayit whi ch er
should.

Note: After making configuration changes nc
the configuration page. You will need to log out and in again for the changes to take
affect.

Required: -

Regional Settings
Paths for Attachments and Exports
Call number offset

Optional: -

Colours and Fonts

Email Integration (new feature)
EMLmonitor

SMS (mobile phone) Integration
Permissions

Check open Calls

Session Timeout

Customer Logging options
SLAmonitor

Asset Management (new feature)
Change and Release Management
Call field definitions

Call List Format

Service Catalogue

Terminology
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Regional Settings
Sitewebdesk provides for the entry and display of two formats for dates.

UK format for dd/mm/yyyy
US format for mm/dd/yyyy

Ot her formats such as the use of 6.6 rather thar
configuration changes to be carried out by us, email support@sitehelpdesk.com for
assistance.

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

Spell checking features are in English by default T contact support@sitehelpdesk.com
for other languages including Danish, Dutch, French, German, Spanish, Italian,
Portuguese, and Swedish.

Paths for attachments and reports
These are the absolute paths from the IIS server to the relevant folders under the
sitehelpdesk directory. This is where the Call and FAQ file attachments are saved and

where any report definitions are saved within the report builder.

The default paths are
Attachments Path : c:\sitehelpdesk\attachments

Saved Reports Path: c:\sitehelpdesk\reports\export

Note: These must be an absolute path i UNC format is not valid. |

The attachment filesare savedwit h a name i n the format O6( CALLI d)
O(FAQi d) filenamebd

These can be searched upon via the Call Management, Attachment Search option.

The reports are identified by the name given to them before saving. You may also
specify a Link group heading to place them under. Link groups (Menu headings) are set
up via the Administration, Value Lists called LINK_GROUPS. You may further edit the
new report Link under the Administration, Links menu and give access to end users if
you like. This reports\export folder is also where the csv files are saved when exporting
reports into spreadsheets.

Call Number Offset
On older versions of IIS, usually on NT machines, the call id number displayed on screen

is not the one opened by the system. E.g. creating a new call that should be Call number
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