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Introduction

This documentation describes the upgrade and modifications of
GeoCom® Helpdesk 5.6 Build 184.

With the update GeoCom Helpdesk 5.6 Build 184 some improvements
were made which are explained in the following.

New licence key required

Upon updating GeoCom Helpdesk to Build 184 usage of a new licence
key is required.

Notes client
With the update GeoCom Helpdesk 5.6 Build 184 the application fully
supports Lotus Notes 6.

Usability of the application under Lotus Notes 5 is not affected by the
update.

Access rights

There are now two new roles within the access control list, [ReadCalls]
and [ReadSolutions].

Users disposing of the role [ReadCalls] can read all calls (their own as
well as foreign calls), regardless of further access rights. Changes to
any foreign calls, however, still require the appropriate access rights.

The role [ReadSolutions] grants users read access to all standard
solutions in the same way.

© ISG Information Systems GeoCom GmbH
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5 Changes to the call form of Helpdesk staff members

The new update affects the call form of Helpdesk staff members in
several ways.

5.1 Layout changes

New design for Call form:
- Field "Call type" was moved into the head
- Field info gives more space to type in

- Sections "Problem categories” and "Solution* which so far could
be seen at once are now shown alternatively

- Anew section "Standard solution” can be used for a request by
one-click-processing

S o
Infol - @ Retum info [na I~]
Calllype | Phone =]
Case D Urgency| low =] Al [ Mail Standard -
Next action date| 15| at[ ©]  Comment] ]
Statusiressfrom Floran Feldmar on 05 11.0314.32 5a1#9)
Work loghaok| =6l
Enowledge EHSE‘ 15G Customer ﬂl Q | |L| Q
Search resul =
i
il

lllustration: New layout of call form

5.2 Functional changes

Once a call is assigned the status “closed”, all tickler entries for this
call are deleted from the document.

The fields “Problem” and “Details” in calls, which have been sent as e-
mails or have been entered manually by normal users using the
standard call form, cannot be changed by Helpdesk staff members any
more.

Users, who have entered their calls via standard call form, are able to
change these fields via the same call form.

© ISG Information Systems GeoCom GmbH GeoCom Helpdesk Update 5.6
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Workflow

Now, a workflow can be predefined within the configuration document.
However, alternatively it can be predetermined as an ad-hoc- workflow
by an authorised member.

Workflow means in this context the processing of a request by mem-
bers in a predefined order, which can only be interrupted by users
disposing of the role [Supervisor].

Normally, Helpdesk staff members hold author access rights to the
Helpdesk database. Users with higher access rights, e.g. editor or
manager rights, always have the possibility to interrupt a workflow,
regardless of the role of [Supervisor].

6.1 Ad-hoc-workflow definition

With the role [CreateWorkflow] an enhanced dialog-box is available to
the Helpdesk member to change the status of a call.

Change Status [ ]
Select a new status or workflow:

new Defirition name: 20031105-143325
woik it progress

Cancel

Helpdesk members fram Call will be assigned
agsign bo group lewel 2 list subsequently to

~

-

-

" assign individually —E— Hehvords Tiabh
ehrends Habbo ~ « ehiends Habbo

o Development Geols Fulterer David

(o

(o

o]

tesalved

closed Feldmann Flarian

START PREDEFINED WORKFLOY Uterer David
Hehmann Helmut
Kluzzmann Hita 25

START AD HOC WORKFLOW

Illustration: Dialog-box to change status

The definition of a workflow consists of a name index that determines
the order of processing.

If a call is located within the workflow, the following possibilities to
change the status are at the member’s disposal:

- Return to the former staff member or
- Transfer to the following staff member.

Reaching the last station permits to leave the workflow and to close a
call.

6.2 Predefined workflow

Within the configuration document the section "Workflow” serves to set
several definitions for workflows.

Modify pre-defined workflow definitions
Defirition No. 1 < e [ o |
Ok
D efinition name Fiepail
a Cancel
Setteiioy
Helpdesk members from lewel 2 Call will be assigned
list subsequently ko
Behrends Habbo - Futterer David
Development GeoCaom = Behrends Habba
Feldmann Florian 5 Feldmann Florian
Futterer David
Hehmann Helmut
Klussmann Rita <
Moke Markus J
Plonka Nina
Schlothane Michael o

lllustration: Dialog-box to modify workflow definitions

© ISG Information Systems GeoCom GmbH
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After entering the definition of workflow within the configuration
document they can be used by choosing the name in the enhanced
dialog-box for changing the status.

To start a predefined workflow, the role [CreateWorkflow] is not
necessary.

Change Status ]
Select anew status or workflow:
" new Woarkflow Hepar
" work in progress - ﬂ
" assign to group
 resalved :
£ closed Editors Futterer David
e Behrends Habbo
' START PREDEFIMED ORKFLOW Feldmann Flarian
" START 4D HOC WORKFLOW

lllustration: Enhanced dialog box for starting predefined workflows

© ISG Information Systems GeoCom GmbH
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7 Import of private e-mails as Helpdesk calls

So far e-mails from your own mailbox could only be transferred to a
Helpdesk call by cut and paste.

7.1 Import of a single e-mail in the call form

Now, there is the new action “Import message as helpdesk call”.

The data source used for this purpose, generally one’s own mailbox,
will be identified by the active location document.

Import from Mail-D atabase: Florian Feldmann %]
PFlease select a message to import
Wher - Datum ~ GrBe Thema
= Helmut Hebmann - 20.10.2003 1656 Helpdesk Tests oK
Hugo Boss 0511.2003 arn Testmail Status geltst _
David Futterer 05.11.2003 466 The server crashed Cancel
David Futterer 085.11.2003 483 Harddisk failed
Habbo Behrends 05112002 a1g | found a bug in your software
Habbo Behrends  05.11.2003 833 emor message: "Error 6713 Version conflict”
Markus Moke 05.11.2003 477 Critical errar using import functions!
4 »

lllustration: Import of an e-mail as a call

Settings for the automatic post processing of additional information on
reception of an e-mail will also be considered.

7.2 Import of several e-mails as Helpdesk-calls

Staff members with the role [admin] can import several messages at
once. The fields, which have been entered into the call form so far, will
be copied into the call documents which are to be created. Afterwards
the call form (mask) is closed.

© ISG Information Systems GeoCom GmbH GeoCom Helpdesk Update 5.6
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8 New settings of configuration

The basic improvements affect:

- Search in several database possible
- Fixed knowledge data base for new solutions
- Type of categorisation for views selectable by requester

- Personal settings are centrally administrable

8.1 Section "Connection of external Notes-data bases"

8.1.1 Selection of a knowledge data base dependent on language

The menu to adjust the knowledge data base dependent on the
language German / English is now predetermined.

+ Connect external Notes-Databases

M. hits to display 50

Selection menu english ISG Customer |1
Notes 5 Admin | 2
Knowledge Baze | 3
all Helpdesk Calls | 4
Standard solutions | 5
Irwsentory D atabase | B
External customers | 7
General Helpdesk database | 8

lllustration: Menu knowledge date base english

8.1.2 Search in several data bases

Beside the access to single data bases additional menu items can be
enlisted for the search in several data bases.

+ Connect external Notes-Databases

taw. hits to display a0

Selection menu english 156 Customer |1
Notes 5 Adrin | 2
Knowledas Base | 3
all Helpdesk Calls | 4
Standard solutions 15
Inventory Database | B
Extemal customers | 7

ﬁp—lgte Kr:ow\edgebase | 1‘ 2:3: 4?7?8_)
Illustration: Menu item for the search in several data bases

Searching in several data bases the number of single results and the
knowledge data base are displayed.

© ISG Information Systems GeoCom GmbH GeoCom Helpdesk Update 5.6
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Flequester|Jonathon Miller <7 Campany | " ‘
Info 2 " Retumn info |nu ‘v ‘
Call IwE| Phane - ‘
Case ID 9926240 Urgericy low -] Alaim [ Mai Standerd -]
Next action date| 1s] at[ @]  Comment| ]
- )
otk \ogbook‘ = |@ j
fige base| complets Knowledgsbass =), [server 19 \
Search result] 36 Notes 5 Admin - Show Server -‘
97 Notes 5 Admin - Show Diskspace
11805050 1. 17. | s39: otes § Admin - Shaw Cluster =
1 bits | 93, Notes § dmin - Roule
“100: Notes § Admin - Restart Server ) o

lllustration: Result of a search request in several data bases

Additional notations to the definition of the usage of data from
knowledge data bases

For the detailed definition of the field adoption some new tags and
notations will be supported.

New tag <RTF> as postfix for denote target fields

If the target field of the call form is an RTF-field, the postfix <RTF>
should indicate this. Data adoption within RTF fields basically results in
attaching to the previous content.

The source fields, however, must not be specified by the postfix.

New 'xxx' notation for texts

Up to now all entries were taken as field names. They were searched
in the source document and adapted to the content of the field. Only if
there was no field of this name existing the plain text was entered.

If in advance a text should be declared as text (and NOT as field-
name), the text can be set in quotation marks.

8.2 Knowledge data base for the import of new solutions adjustable

So far the chosen knowledge data base was used as the target data
base for the creation of a new solution document.

Now the target data base can be predefined independent from the
selection.

8.3 Categorisation in views by requester

Up to now the requests were automatically displayed under the name
of the customer as well as under the name of the company. This is not
useful especially in those cases, where the field "customer is used for
another purpose e.g. for user- ID of requester.

© ISG Information Systems GeoCom GmbH
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Now the way of classification can be selected in the section "views*“.

- Views

Cateqories in views by requester ¢ by requester
£ by requester and Company

lllustration: Categorisation in views by requester

This setting only affects new documents. To convert existing requests
the action "Supervisor -> selected documents: Update” can be used.

8.4 Central administration of personal configuration settings

Up to now solely noncommittal guidelines for the personal settings of
new Helpdesk members could be made. From now on in the section
"Policy for personal settings” there is the possibility to arrange which
settings the user cannot change.

w Policy for personal settings

Palicy setlings for new users oy setings |

List of parameters users are not I Dialogue language
allovied to modify [T Show standard navigatar

™ Tickler auto display if entiies within the nest NN daps

W' Default status far new calls

[T Select requester automatically for neve calls
™ Display open call automaticaly

I~ Show call histary from nn days

™ Input fom style

W Button "Save & close”

¥ Logbook entry on save:

[T Default krnowledge database

™ Send notification after assigning call to person.
™ Send natification after assigning call to group
™ Button "Phone

™ Use personal alam

[T Wame of mail database For personal alams (only if not identical with setting in location document]
™ Assigning problem categories

lllustration: Selection of policy for personal settings

This can be especially reasonable in cases of critical settings, e.g. for
automatic notification after assignment.

Trying to change a policy the user gets a special notification.

8.5 Handling of incoming e-mails / calls

Up to this point, guidelines could be specified declaring how several
fields had to be adopted from additional Notes databases into calls that
came into the database via e-mail.

Now, such guidelines can also be specified for calls that are entered
into the database by normal users via the standard entry mask.

© ISG Information Systems GeoCom GmbH
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Standard solutions

The section "Standard solutions" was significantly improved.

Up to now, standard solutions were merely normal calls which had a
special flag set. Now each standard solutions is stored into a new
document.

Thus, there are now two views containing standard solutions: First the
normal view containing the current solution documents, second there is
a view containing the old standard solutions in the accustomed layout.

Now, standard solutions can be selected from a list and easily be
imported into a call. The fields that have to be transferred can be
selected during the definition of standard solutions or while importing (if
there are no specifications being made).

9.1 Converting old standard solutions

In order to enable old standard solutions for further use, there are two
Helpdesk actions which can be used to adopt these solutions into new
solution documents.

The first action generates a new solution document from the old
standard solution, the second action deletes the flag from old
documents, which declares them standard solutions, and eventually
closes the call, which is not needed any more.

Both actions can be found within the action menu Helpdesk while
editing an old standard solution.

9.2 New section "standard solution" in the call form

Within the call form a section for the selection and import of standard
solutions can be inserted.

R ] B
Infol 2] Reumirfo [no =]
Calltype| Phone -]
Case ID 3326240 Urgericy [ low -] Az [ Mal Standard ]
Mest action dale‘ 16 | all @l Eommentl ‘
Status 51891
Work logbock = |@ Ef

Stawdard salutions

Farddve crazh =] \
server unreachable

Illustration: Section standard solutions in the call form

To show one of the selected standard solutions use the button -l in

Eos
order to import the data into the current call use the button _J.

© ISG Information Systems GeoCom GmbH
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9.3 Data import from standard solutions

So far the action "Standard solutions yes/no" only turned the standard
solution flag on or off.

Now, for every standard solution it can individually be determined
which fields should be imported.

. Checkmark al fields to copy into the call form when this
Standard solution ;705 e

Urgency [ Iowy -
Ham @ [Mal Standrd |
Status closed [ [done -]
Property T [ |
Casetype T | |
Problem: F  "server unreachable

Description: I

Solution: W
check cable connectian, reinstall cable connections

lllustration: Data import from standard solution

This way, e.g. a standard solution can be created that at the
processing of an e-mail only fills the field “Solution”. However, another
standard solution can manage the same problem at the processing via
telephone so that problems and detail fields are filled, too.

In case no specifications about which fields to adopt from the standard
solution are being made, trying to adopt data from this standard
solution will result in another dialog box which lets you specify the
fields to be adopted in this instance.

Data transfer from this standard solution [ ]
A Checkmark all fields to copy into the call form when this
Standard solution standard solution is used
ri -
Kloegcy : “DW J Cancel ‘
tlam [Mail Standard |
Status abgeschlossen [ [done =1
Propetty T
Casetype | Catl -» Cat2 -» Catd -» Catd
Froblem [ harddrive crash
Description [~
Solution [

lllustration: ’On-the-fly’ adoption of data from standard solutions

9.4 New sorting within view standard solution

The view can now be sorted according to the description of the
problem.

9.5 New function for quick-closing calls

On selecting the fields which are to be adopted from a standard
solution there is a field called “Status ‘closed™.

If this option is activated, in the views for open calls and for calls in

progress the button @ can be used to quick-close certain calls.

For example, a standard solution dealing with “SPAM” could be
defined, which provides calls with a spam note and closes them
without further processing. Now mark the call which is to be defined as

© ISG Information Systems GeoCom GmbH
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spam and click the button @ You will see a list of all standard
solutions in which the field “Status ‘closed’” has been activated.
Choose the standard solution reserved for spam and click OK to mark
this call as spam and close it without any further processing.

© ISG Information Systems GeoCom GmbH GeoCom Helpdesk Update 5.6
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10 Problem categories

10.1 Changes within the field supervisor for more than one entry

Up to now, to change the responsible of multiple categories, every
problem category had to be edited individually.

I
&3] Modify A a]
Now, a new action '@ oely nEsparse is at you disposal. Using

the button “Modify Responsible” allows you to change simultaneously
the supervisor for all the selected entries.

10.2 View Others — problem categories

For quick identification of supervisors, e.g. to prepare the changes of
the entry in the field supervisor, the column can now be sorted.

© ISG Information Systems GeoCom GmbH
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Deadline monitoring and alarms

Alarm functions of GeoCom® Helpdesk have been extensively
enlarged, thus, e.g. alarms can now also be set for closed calls.

So-called history documents will now save alarms which have already
been triggered. These documents will be removed after a configurable
time period.

11.1 New method for managing alarms

After updating the application only those documents which are created
or modified after the update will be considered by the AlarmAgent.

Generally, in the section “Alarm” within the configuration document, a
date can be specified which limits the number of calls that have to be
considered by the agent. Only calls newer than this date will be
considered when deciding whether to start alarms.

w Alarm
Detault alam profil =l
Sender infa for messages via CMHuga Boss/ASGEISGE
SMTP “Jalam Agent Helpdesk @geocom. de@IS 6
Recient for supervizor messages Hahba Behrends/ISG
Helmut HehmannASG | =)
Agent alarm Start Stop
Fiun once
Do not process documents 22.10.2002
created or modfied before this date
Status Hert started
Log to file (debug only) AgentLog.nsf

Loaging restiicted to call ids fike [+
for ol

lllustration: Configuration alarm start

11.2 Immetiate alarm-cheking

Usually, an agent regularly checks / send sends alarms and
messages, if corresponding changes to the status of documents are
detected.

Certain time-critical proceedings (e.g. messages must not wait for the
next agent start, but must be sent immediately) alarm definitions can
be prepared for execution in user mode. Calls that are subject to these
certain alarm profiles do not send their alarm messages and mails on
the next agent start, but immediately on saving the document after
changing its status.

Mame Standard Mamme of alam definition

Sort index Used for sorting alarm profiles in views and
selections

Prafile for call status new
Checking this alam definich™ & regularly by scheduled alarm agent
" immediately after status modificatio

Enter the status thios profile should work on

Checking and sending messages could be done
regularly by a server process o immediately after

status modifcation by the helpdesk member.

Start checking from tickler ® yes © o
date if any

lllustration: Selection of alarm checking procedure

If 'ves' checking is suppressed until tickler date

11.3 New option for alarm e-mails: send complete request

So far alarm e-mails could only be sent with an predefined text and an
inserted doclink. E-mails that are sent via SMTP to extern notes
addresses can now include information about the request itself.

The new placeholder [HelpdeskCall] pastes the request including the
fields problem, details and solution. It can be used in the fields "E-mail

© ISG Information Systems GeoCom GmbH
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message text 1" and "E-mail message text 2" as an addition to any
text.

Additionally, certain single fields from the call document can also be
inserted into the message. Placeholders holding the same name as the
field within the document can be used for this purpose.

E-Hail / alarm subject Re: [Subject] Subject in mail messages, Pop up textin
calendar alamms
E-Mail messags test 1 Dear Sits, Message is constructed from <test! Doclink
text2>. Use the following token as placsholders:
regarding you helpdesk cal, we offeryou (1D [Sublect]. [Body, [Sehtion]. [Requester].
the following solution: [Compary], [&ddinfa]. [Date], [Statusinfo].
[HelpdeskCall]

E-Mal inset ink to document @ yed

E-Mail message tent 2 *fours sincerely.

Flarian Feldmarn,
15G Information Spstems GeoCom GmbH

lllustration: Alarm definition with inserted request (message)

11.4 Sender of an alarm e-mail adjustable

Usually, alarm-e-mails are always sent by the ID that has last saved
the alarm agent.

Analog to the configuration of the sender of an e-mail as response of a
request, now the sender of an alarm e-mail can be divergently
configured.

For this purpose, in the section alarm of the parameter within the
option "sender information for alarm e-mails" the corresponding
defaults are made.

w Alarm

Default fik g |
ender inf for messanes wia “larm Agent Helpdesk @aeocom de@
MTP
=

FRecient for supervisar

&
Helmut Hehmann/ASG =)

Agent alarm Start Stop
Run onee
Do not process documents 22.10.2003

created or modfied before this date

Status Agent started

Log to file (debug only) Agentlog.nst

Laogaing restricted to call ids ke (¢
for all)

lllustration: Configuration of a sender for alarm-e-mails

Every line has got the structure "Condition | sender’s definition". The
text given in the conditions will be compared to the recipient and - if
necessary -the sender’s definition used.

11.5 Standard alarm profiles for incoming calls

In contrast to earlier versions of the application, now different standard
alarm profiles for incoming e-mails and calls entered by normal users
via the standard entry mask can be specified within the configuration
section “Handling of incoming e-mails / user created calls”.
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w Handling of incoming e-mails f user created calls

‘Agent to convert incoming
messages Start Stop

Gent Agent statt
Alam profile for calls aniving as EMail j =y
e-mail

Alarm profile for user created calls: ~ DB wigent =

SHing(s] P S es b
messages
urgent
Source definition far Users - For incoming mail |~
post-processing of incoming
&-mails:
Source definition for incoming calls 5 x|

past-processing of user created
calls:

lllustration: Configuring different standard alarm profiles

11.6 New option: check on alarms not before resubmission
So far action dates for future activities were always considered. That
means that as long as the date was not reached no alarm was sent.

Now, it can be determined individually for every single alarm definition
if the action date should be checked or not.

Name Standard Narne of slarm definition

Sort index Used for sorting alam profiles in views and
selections

Profile for call status new =] Enter the: status thios profile should work an

Checking this slarm definition @ regulsrly by scheduled slam agent Checking and sending messages could be dons

regularly by a server process or immediately after
status modifcation by the helpdesk member.

tart checking from tickler ® yes © no I 'pes’ checking is suppressed until tickler date
jate if any

" immediately after status modification

lllustration: New parameter "Check on alarms not before resubmission"
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12 Archiving

This update also contains several changes regarding the archiving
function of GeoCom® Helpdesk.

12.1 Specifying directory or database for archiving

Archiving of old calls can now be done into an arbitrary diretory (same
procedure as before), or alternatively into a specified Notes database.
Within the central configuration document place and way of the
archiving can be specified.

In order to use the action “Move selected calls to archive” a fixed target
database has to be specified.

w Archiv database

Server and directory where ta 5 07 hdarchive/us. NSF
create yearly aichives. O specify a
database.

lllustration: Configuration of archiving

12.2 Move to archive by year

With this action, full years of closed calls can be archived.

Archive calls for a selected year

Select a year ta archive al closed calls [T
2002

2001 Cancel
2000

lllustration: Selection of the archive year

Prior to the actual archiving process, GeoCom® Helpdesk detects the
number of affected documents and waits for the final confirmation.

During the archiving process, a progress bar will show progression of
the archiving.

After the process is done the user will be asked to confirm deletion of
the archived calls from the original data base.

12.3 Move selected calls to archive

With this action (which is available only if a fixed data base has been
specified within the vonfiguration document) selected single calls can
be transferred to the archive data base.

Used from within the archive data base this action can be used to
restore selected documents back into the application.
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13 Bug fix

13.1 Button colours

In some views and masks defined pre defined colours were used for
the buttons. These colours can differ from the colour used in the
operating system. With this version all the buttons and the background
of action bars were set to the system colour.

13.2 Problem category

Using the problem category a selection error always occurred in those
cases where less than the maximum number of levels was used in the
first entry. This problem was solved.

13.3 Check mandatory field "Solution"

The field "Solution" is a mandatory field, when requests are at the
status "resolved". So far the check notified a mistake even though
there was an entry in the field "solution". As workaround the request
had to be saved with the status "resolved" first before it had to be
named with another action with the status "closed".

This problem was solved.

13.4 Dialog update licence

This dialog box showed a false date.

The date display has been fixed.

13.5 Alarm to call originator

The setting “Alarm to call originator” within an alarm profile resulted in
an alarm to the Helpdesk staff member who created the call for the
originator. Now this alarm is actually sent to the originator of the call.

13.6 Calls from normal users

Calls that were created by a normal user via the standard entry mask
have up to now been invisible until the call had been turned into a
Helpdesk call with a call-ID by an agent (or by hand).

Now, calls that a user creates using the standard entry mask are
immediately visible within the application.
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