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Help Desk Authority is a comprehensive help desk solution for small to medium businesses that is
easily customized to your business, provides a range of self-service and automated functions to enable
IT to focus on the most important issues, and can be upgraded to include powerful, integrated
management tools that empowers the help desk team to immediately diagnose and resolve issues from
one console.

New Feature Highlights for Version 9.1

Support for Multiple Email Servers and Accounts for Email to Ticket Creation

Help Desk Authority 9.1 now supports processing incoming email requests from multiple mailboxes and
multiple email servers. This allows for separate email addresses to be created for separate ticket
qgueues. Create workflow rules to automatically assign requests that come through a specific email
address to the proper group or technician. This new feature allows you to effectively route requests to
the proper groups within your organization automatically as they are entered through email —
minimizing the number of incorrectly assigned requests and cutting down on the overall time to resolve
the requests that come through the system.

¥ Email Configuration Setup NE E

51 ndd Server | (# Edit Server | £ Delete Server

Name | HostName |Protocdl | Port |SSL | Inaciive
HDMail Server mail slgdema.local PCP3 995 Yes Nao

[ Add Account |QE~uimmunt |EDeleterwunt ||§-mt(:unnection

Name | Username Server | Excluded from Service | |

Help Desk Requests  helpdesk@slgdemo.local HOMail Server Ne No

Facilities Requests  facilities@slgdemo.local HOMail Server MNa No

HR Reguests hr@slgdemo.local HDOMail Server Mo Mo

\website Requests websupport@slgdemolocal  HDMail Server Mo Mo

1| | »
[ Show Inactive Servers [ show Inactive Accounts

Service Schedule

v Automatically check for new mail every I 5{3: minutes (minimum of 5)

¥ Check only during business hours

> ast Check On: 10/3/2011 1:33:57 PM (0 Messages) QK | | Cancel
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iPhone App Enhancements

The HDMobile iPhone App for Help Desk Authority has gotten a number of enhancements including a
new and improved user interface, simplified configuration, enhanced filtering options and new
operating system support.

e Full support foriOS 5

e Help Desk Authority 9.1 is set up to display the list of issues right after logging into
HDMobile. In previous versions, the user had to build special queries with Help Desk
Authority Clients beforehand to display any issues list in HDMobile. In the current release,
the issues matching My Open Issues query are displayed immediately after logon. The user
can also create any custom HDMobile-specific query to show other than the default issues
list.

e The HDMobile preliminary configuration steps have been streamlined and currently require
no manual configuration of the web service that was a common workflow in previous
versions. During full or custom setup the Help Desk Authority Web Components for iPhone
application (HDMobile Web service) installs along with the HDA database connection
profile automatic creation.
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Back Issue Details

Test Summary
Line 1

Test description
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-+ Today Overdue Logout

Summary Line 1 Line 2 Line3 ... »
. Dueon Priority: High
Henry Canova / Titan Software, Inc.

| need Microsoft Power Point installed... ¥
Due on Priority: Medium

Adam Cox / Titan Software, Inc.
New Employee needs Network Login... ¥

Due on Priority: High
Adam Cox / Titan Software. Inc.

Needs help installing MS Excel ?

Due on Priority: Medium

913-258-4981
Line feed

Mar 13, 2010

Teery Carrick / Titan Software. Inc.

| am unable to connect to the email se... »
Due on Priority: High

Walter Cobb / Titan Software, Inc

Network connection is down

O
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>
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Requester Sign-Off for Approval of Closed Tickets

When a ticket is closed by the help desk, the Requester will now receive an email notification of the
resolution along with a request to Approve or Reject the resolution along with the ability to provide
feedback. This approval process helps to ensure your customers are satisfied with the service provided
and helps to prevent duplicate tickets being created for the same issue (or re-opening a previously
closed issue).

Preconfigured Notification Emails and Dashboard Widgets

More features of Help Desk Authority 9.1 come with values pre-defined out of the box enabling an
organization to begin using the application features within minutes of installation.

A set of preconfigured HDAutoEscalate rules, e-mail templates, new HDAutoEscalate-specific Issue
qguery and some other newly added data will allow users to get automatic notifications on the following
issue changes with minimum of Help Desk Authority system tuning right after installation:

An issue assignment has changed (Assignhed User Change)

An issue has been closed (Closed Issue Notification)

An issue has been received by the help desk (New Issue Notification)

Requester has added a note to an issue (Requester Note)

A resolution to an issue has been found and a sign-off approval notification has been sent
to the requester (Accept\Reject Rule)

=" HDServer Modules ;Iilil

File Tools Help
DAutoEscaIate) @ Add |@ Edit | 3 Delete | ) Run Rule |@ Start Service |.::‘ Refresh | D ¥iew Log |
----- % Emaill Settings 1

Aule Hame ‘ LastAun ‘ Mext Run | Active ‘

Accepth Reject Rule [,

# Rule Configuration - Edit

Azzigned User Change

Clozed lssue Motification

o Rule Hame |!£\.ccept \Reject Rule
Mew lssue Motification

1 Requester Mote Conditions rHuIeActions) Eusgomﬁessage I Schedule I

—Custom Me=s=sage for Email

Email Template ISignoff Reguested - Izzue Mo <@lssue Mo= j ﬁ @

Text to appear in "Subject” area of notification email

ISignoff Reguested - [zsue Mo =@lssue Mo - lssue Mo =i@lzsue Mo=

# This message will be sent inthe body ofthe email, and will appear before issue

,,,,,,,,, |==ue MNumber: =EIs_|ISSLE_MO=
4% HDAutoEscalate |S=LIE SUMMary: =@IS_SUMMARY =

@ HDMail “our request is ready for signoff, resolution posted below:

=@I5_RESOLUTION=
f) HDSync Tool Resolved by: <@IS_RESOLVED BY _USER_|D= on <@I5_RESOLYED_DATETIME=
m HDSearch

To Approve Signoff: <@HDACcessAcCeptlink=
@ HDAsset To Reject Signoff: =@HDACcessRejectlink=

22 PacketTrap

Case Details:

{J/ DA Integration =(@I5_DESCRIPTION=

X report Scheduler
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The Dashboard Management Window now comes with a list of preconfigured graphs:

Issues by Assigned Group
Issues by Assigned User
Issues by Company
Issues by Department
Issues by Impact

Issues by Location

Issues by Priority

Issues by Status

Issues by Sub-Status
Issues by Urgency
Overdue Issues by Technician

j Help Desk Authority 9.1 {Helpdesk Administrator)
File Wiew  Tools  Setup Modules Help

6:] Mew Issue E Open Issue @ Requesters @ Companies Reports @ Query @ Message Board - @ HDAsset = g Administration f' HDServer Modules

Dashboard
FIEEE

L-—J HDSearch
=1 Public
/Et:l [refault \
@& s3ues By Assigned Group
& Issues By Assigned User lesues By Status
G |zzues By Company
G |zzues By Department Mopen
G lssues By Impact
G |zzues By Location
G |zzues By Priority
@ ssues By Status
@ 1s3ues By Sub-Status
G |zzues By Urgency

\G Overdue |ssues By TBCW I

IXIp1

< | ©

D Issues

@ Assets

.} Dashboard

@ Knowledge Base lesues By Assigned User H
|

%2 Network Maps

Iz=ues By Priority

WHigh
[tedium
DUrgant

IXTAL]

[Ouerdue Izgues By Technician - Ho data to display H_I
-

*

4
® || Refresh every I 3 3: minutes
[l | |
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Usability and Ul Enhancements

Some usability, look and feel improvements have been made throughout the whole Help Desk
Authority software suite:

o Within Help Desk Authority Windows Client:

o The Requesters and Companies management windows can be quickly accessed right
from the toolbar.

% Help Desk Authority 9.1 (Helpdesk Administrator)

Adam Cox
Adam Cox

Incident K.anzas City i 3132010 11:07 AM by anti-virug haz expired on
Incident K.ansas City i 33420101110 Ak Mew Employee needs Network\ i
Service Request  Kansas City f 1/5/2011 11:21 AM | need Power Faint installed

[LT= U B

Heniy Canova

Wwialter Cobb

=

Service Request  Kansas City i 1/5/2011 11:30 Ak Unable to import excel files int

Default

RN

o The search for assets, similar to the one of the Help Desk Authority Web Console, has
been added into the Help Desk Authority Windows Client.

Help Desk Authority 9.1 {Helpdesk Administrator)

w A A Edi & X i pla A &P Defaul
Luemy Manager Asset Type I vI' Asset Owner

= || Favarite Dueries = | Export

* C I
i8] Defaut Asset Tag I Manufacturer I j I
= € Request

Model | j

Vendor

l—lil—lilil—lilil—

Search

Private
|E] Defaut
System

|2] Defaut

-

e  Within Help Desk Authority Web Console:
o A special status bar was added to show currently used Query and Layout.
o The functional elements of the reorganized and enhanced toolbar and menu bar look
more prominent.
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HELP DESK AUTHORITY" —

Help  Logout

Issue No Issue Type Location Priority
Kansas City y 3/13/2010 33107 Aam

Adam Cox d Kansas City 3/13/2010 12120 AM

o Within the HDAccess Requester Self-Service Portal, the functional elements of the reorganized
and enhanced toolbar and menu bar look more prominent.

View Timeline Status
T - | ET™) =] [ooenorpening 3] | () (Search)F
T e e e e e R T

New Employee n New Employee n Open Assagned Affects User Medium High

Q) Submt New issue }

_l
[

O i My anti-virus ha: My anti-virus ha: Open In Progress Affects User Medium High

e  Within HDServer Modules, an email notification about a newly added note now contains the
text of the note (in earlier versions the email only informed that a note had been added.)

Priority Mapping within the Configuration Wizard

The Configuration Wizard now includes a step to configure the priority mapping settings.

| Welcome
| Atany time, y
| s wizard st sy time from the setup mens.
The cight steps i this o used
thioughout the application.
 Directories ‘ Requesters
' Groups and Privileges ' Assets
| 8  Users €8 Email options
|
| &  companies * Priority Mapping
|
|
. [T
szﬂ..ﬁ..s*” [ezeoe J[Hex>> ] [skintorinish ][ cancel ]

For more information, please visit http://www.scriptlogic.com/products/help-desk-authority/
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