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DNA Helpdesk - InstallShield Wizard

Setup Type
Select the setup type that best suits your needs,

Click the wpe of setup you prefer.
r— Descrption

[
Use existing SOL server Installs DMA Helpdesk with the
Microsoft Database Engine to
host the DMA Helpdesk D atabase

IristallSHield
< Back | Mext > I Cancel |
> 4
748 % '9% 8 8 8 4
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Salact Language
Ligenge Infomation

Usder Tefarmation

Please Select the Lenguage options.

7T # % %

%

Email Dpticne Cataidt Language 1| ETIETH ~
1
Databare Aocess SR T Englizh
Crasts Databaze [ zakalan
[ darman
Finish
O spanizn
[ Fracch
1 ealian
[ ousken
[Raxt e | [ Carcal
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Logon
Please enter your Email address and password to legon. If
vou have not logged on previously your password will be
bBlank.
Emazil Address B 20@testing.com|
Password @l ee
Logon
% Make DNA Helpdesk my home page Add to Favorites
F
" ; ?
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se Complete your Details

Your Name®* : Mark Smith
Your Company i NetSupport
Your Department * :
Your Email Address + Admin

NT User Name :+ |NS/MES

Your Telephone Number : 01778325862

Your Mobile Phone Mumber :

Password * :ees
Confirm Password * : ees
Submit
! %
4 2 %
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Cadmin
[Orrouble Ticket
H iew Trouble Tickat
Mail Canter
Search
Assigned to me
Assigned to Support
All Trouble Ticket
[Oselutions
Reports
[Omy Details:
Tickst Summary
Logout
Online Halp.

& Adm

@ 3ohn swith

New Ticket ‘&

OpenTicket [l 3

Quick Find [ E. o Center g5,

=
@0 sack | kg Save | 3] Quick Close | { Edit Contact Datails | j, Select a Usar | & flew Contact | 5 Add Files

- Hardvare Inventory | Softvars Invantory.

Contact Datails

New
Trouble Ticket

Datails

Problem Type *

<

[ Due Date i W e

1 seve | [ Quick Close

NetSupport © 1991-2007 NietSupport Ltd. All ights reserved.
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Menu

Cladmin
Orouble Ticket
B Naw Trouble Ticket
Mail Center
Search
Assigned to me
Assigned to Support
All Trouble Ticket
Osolutions
'{}Reporm
OM'{ Details
Ticket Summary
Logout
Online Help

Logged on Users
;Admin
& John SMith

() Back Save Quick Close &3 E
| | | o2

5'$ $ 6

dit Contact Details | i3 Select a User | & New Contact | 4 Add Files

%

“ Hardware Inventory | Softwara Inventory
®
=
=)

New
Trouble Ticket

Details

Problem Type *
Priority *
Assignee

Description *

Contact Datails
G 1]
Department §f
Name §8
Phone @
Email [

Mobile @

Due Date

O Time:

kg save | [g] Quick Close
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SMTP Sarvar

Use SMTP to send Emails

Sarver +[10.20.0.58
Port * 20

My SMTP server requires authentication ; []
Authenication Type

User Name

Password

Default Sender

Name + [admin

S=nd Email from Tickat Options

Sand Email From + [Dafault sender v
Name

Email Address

POPE Servar

Check EMail on POP3 Server + []

POP3 Server *

Port

User Name *

Password

Check for new mail every Mins

Mailbox path *
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rosoft Internet Explorer

Closa | (=) Forward | ) Delets | [ Craate Tickst | (gl Add to Ticket 1 unprocassad emnails
From ko Subject Gant Siza
From :"1@testing.com" <l@testing.com:

Sent :8/9/2007 2:48:06 PM
To :"admin"
Subject :testing incomming email

test

&] Done: B Internet
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Helpdesk Database Options

Database Server *
Database Name *
Username

Password *

Inventory Databzse Options

Use DNA for Inventory Data *

DataSource Name
Username *

Password *

File Library options

File Library location™®

127.0.0.1

: [DNAHelpdesk

sa

: |[DNAInventory

EES

: |C:\Program Files\NetSupport DNA\Helpdesk\Dz

* >



$ # # 1
#1; #1;
#1
5#74 #
; #1 ;
#1 5#?4
# Fi# ! F
#1; % #
#1#
2
9% #$/ 0 $
? # )

*4



% #1

{Zﬁ Defaults

.{E Africa

.{E Asia Pacific

= .{E Eurcpe
ﬂ_&::ounts

L:_| ﬁ_&dmil‘l

ﬂ Paul Saint
]..aEngineering
]--ﬁHelpdesl—c

]..-ﬁﬁales
=l

ﬁSupport

.1 Jane Earp
[ EVIP‘
¥ 5 NetSupport
H- I us

# %

ﬂ Bright Cwusu

a lackie Gregory
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j Defaults
= _j MetSupport #
-ﬁa;EEIEE $ 4

4B support
B @suee % % #1
j MNetSupport Inc

% # 8

General

Company Name * : NetSupport

Postal Address : [Towngate East

Market Deeping
Baterborough
PEG SNE

Phone Number + 01778382270

Where to Assign a Ticket from this Company

Assign to ;| Departmant %

Select a Department : [ NetSupport - Support v

b save
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General

Company * :| NetSupport v
Department of * +| Support v
Department Name * :|Graphic Design
Technical Department * ;| Yes ¥

Default Assignee A

Where to Assign Ticket from this Department

Assign to i | Department | ¥

Select a Department :| NetSupport - Support v

b2 save
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users

1 save | [ Detets

e ;“:g:pmm Edit Department 'Support*
sles
poord Praferances  Parmissions
re L
- & Chiis Lovesey o
B

& 3ohn sMith
B natsupport Ine Company *

i [NetSuppot &
Department * i [None v
Department Name * Support

Manager v
Technical Department ¢ [Yes ¥

Default Assignee ~

Where to assign a Tickat from this Department

Assign to v

& seve
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General

Name *

Email Address *

NT Logon

Phone Number
Mobile Number
Password *
Confirm Password *
Company *
Department *
Helpdesk Oparator

Show All Ticket on Menu

+ | NetSupport

: | Support

0

w

ke save
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b save |
Edit User Chris Lovesey

m Preferences  Permissions

Details

Name * : |Chris Lovesey

Email Address * i [clovesey@netsupportsoftvare.com
NT Logon

Phone Number

Mobile Number

Company * : | NetSupport -
Department * ¢| support v
Default Priority : v

Helpdesk User Type : | Normal User v

Show All Ticket on Menu

Sync with AD : 0

k2 save
, D %2 2
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Edit User Chris Lovesey

General Prefarences issi

Permissions

Uss Templats v
b Tickets
b Reports

b companies
PUsers

I Admin

P Solutions

P Trouble Tickst Types
b Departments

P Files

w Save
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General Permissions

Preferences
Date Format i [ dd/mmiyyyy (@
Default Start Page : | Summary Page |
Display Confirmation N
when data has not been saved :
Show Filters on Ticket list |
Automatically Refresh the list: .
Refresh every 0 Seconds
Ticket list Columns Edit List
Ticket Status Priority Contact Category Description Time Open (total)

5 74
B ; I @
* 3 % 8 4 %# @
2
> 2 H
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i et List Customisation - Wi ' _

Available Columns

Summary,

Date Closed

Due Date

Last Modified Date

Date of last status change
Date of last Priority change
|| Sontacts Email Address

Currently Selected Columns

Ticket
Status
e Priority
Add All == Contact
Category

Description
Time Open (total)
W

| Resetl | Update | | Cancal
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Change password for Chris Lovesey

New Password |

Caonfirm New Passwaord
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7 6*7 $ 4
B ; '$3*7 % P

@ Ela|:|-c| 3 New Rulel G New Condition | New Action | '\‘_") Working Time ﬁ Holidays

Escalation Rules

Escalation 2

‘E Sample

* 4 7

New Escalation Rule

Created By Admin
Date Created 17/01/z2008

Enter a Name for this Rule *

Enable this Rule

k2 save

>*
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4 4

New Escalation Condition for rule 'Sample'

Created By Admin
Date Created 17/01/2008

Enter a Name for this condition *

Select a Type of condition *

N H M

New Escalation Action for rule 'Sample'

Created By Admin
Date Created 17/01/2008

Enter a Name for this condition *

Select a Type of Action * .

w Save

ld Save
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Description From Address Subject

Auto Response to Customer On Creating a Ticket

m Thank you for your Trouble Ticket Reference Number TICKETIDS

igned Tickets j.earp@netsupportsoftrare.com  Tickets Assigned to you

4

Description * |Auto Response to Customer On Creating = Ticket

From * admin@testing.com Format HTML & Text
Subject *  Thank you for your Trauble Ticket Reference Number STICKETIDS

Body
Souce

B (|| 1| s8e || x|

2 Siyle ~ | Format | Fant | Arial - Size - | Ty | Deg-
Dear SCONTACTNAMES

Thank you for using the DNA Helpdesk to create a Ticket

k2 save
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N47/'57 I-/N

N47/157/-! N

N45 14 1-/N

N45 14/-I' N

N45 14 #/2 N

N45 14 45-2N

N45 14 2;5/N

4

N! D//1-/N

N! D/II-!' N

N! D//2;5/N

N! D//4] N

N! D/#2N

N! D //45-2N

N 40/ #N

N 40/ @7 N
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Description

Enter a Description for this Rule * Hotification when due date is changed

Condition
Sand Notification Email when = Tickst Dus Date Changad ¥
Enabled [
Recipients
Send to To CCBCC
Ticket Contact oNal o
Ticket Contacts Manager (el Ol ol

cket Assignee 'oN O o
Ticket Assignees Manager ol ol
Ticket Creator ol ol &
Ticket Creators Manager cCoc
Default Email Address for the Contacts Company (¢
A Specific Email Address

CiCac

Email Template
Which Emsil Templats to use o~ New Email Template

k2 save
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License
Company Name t Net Support
Serial Number 1 EWAL

License Code

License Details
Evaluation License, 3 Helpdesk Operators, Expires in 30 Days

Wersion Information

Helpdesk Version 1 2.70.0i6
Database Version 4

Escalation service Version P 2.7.0.1
SMTP Component Version r 2.7.0.6
DMA Inventory Version r 2.0.0.0

Active Directory service Version @ 2.7.0.1
Incomming Mail service Version : 2.7.0.5
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Existing Status codes

4

Status

MNew

Cipen

Waiting on semecne else
In Progress

Completed

Deferred

Add a New Status

Sort Order Tickets in this status
are marked as closed

OROOOO

Status

Sort Order Tickets in this status
are marked as closed

([
w Save
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Existing Resclution codes
Resolution Sort Order
MNSA 1
Advice Given 2
Hardware Replaced 2
Software Re-Installed 4
Add a New Resclution Code
Resolution Sort Order
h‘ﬂ Save
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Icon Priority
® |nigh
O Medium
0 Low
% % "
8
2 %
%
Add a New Pricrity
Icon Priority
2
&&&&
> 4

Order Default Due Date

1 Minutes | | 8

z Minutes % | [Jfi

3 Minutes v (3
%

Order Default Due Date

Minutes
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New Custom Data Section

Section Title
Display in Tab Bl Displav in the main Tabiid
Sort Order :1
oK

*$ AP % 7% 4
4

50

7% $

7% $

$ 0% /

Cancel
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4

#

4 n
New Custom Data Check Box

Name

Default Checked
Display in section
Sort Order

Display in half a row

Display only to Helpdesk
Operators

Display on Edit Ticket
Display on Create Ticket

Display for these users

i Everyone

Add Remove

*$ AL $% &7/A4

4

&7 (A

2

$

&7

i [testing 1 ¥

=

3

0
e

Display for these Types
All Ticket Types

Add Remove

oK Cancel
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New Custormn Data Dropdovm List

Name
Display in section +[testing 1 |
List Values

Add Delete
List Value Default Option
Sort Order i1
Display in half a row :
Must have a value : [0
Display only to Helpdesk O
Operators ‘
Display on Edit Ticket :
Display on Create Ticket
Display for these users Display for these Types
[ everyone All Ticket Types
Add Remove Add Remove
oK Cancel

* # 2 50

*$ A % 6 $4
4 2

6+



$ 0% 7%

#$ <
$ 0% 56
$
& <
$
$
$ 0O
$
5
$ 0 *$ &7
$
$ 0 $7
$
$ 05 & )

$ 05 & O

%

%




Mew Custom Data Text Area

Name

Default Value
Display in section
Number of Rows
Sort Order

Must have a value

Display only to Helpdesk
Operators

Display on Edit Ticket
Display on Create Ticket

Display for these users
I Everyone

Add Remove

*$ A% A 4
4 2

| testing 1 %

110

t|1
<O
O

Display for these Types
B Al Ticket Types

Add Remove

oK Cancel
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Mew Customn Data Text Box

Name '

Default Value '

Display in section i | Hardvare ¥
width ;|20
Sort Order EEY

Display in half a row :
Must be a Numeric Value

Must have a value i

Display only to Helpdesk
Operators

Display on Edit Ticket

Display on Create Ticket

Display for these Types

Display for these users
# everyone All Ticket Types

Add Remove Add Remove

oK Cancel

50

*$ A$$% A (A4

4

A (A

$

2

e 50

6>



$ 0% 7%

$ &

$ 0% 56




$ 05 & )

$ 05 & O

%

%

66



New Custom Data Tab

Tab Title s
Sort Order (1
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Cancel
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m Logon Otions  Appearance

T

b Basignmant

Assignmant Method for Hew Ticket

Chack tha Contact than tha Ticket type far azzignas ¥
Default Assignee I Admin

Traubls Tickat Options

Whan Clasing a Trouble Tickat 1 [Reauira 3 solutian v
When Quick Closing » Trouble Ticket .| Reauire = Solutian -

Wha can Change the Priarity of a Ticket Any uzer wth permission to edit ¢

Tickat &

Autematic Priarity Mathod far Naw Tickat | | Chack tha Contact then the

Default Priority for a New Ticket i[High
Display Sumensey inpult on Naw Ticket ‘B
Display Summary input on Edit Ticket |
Read the Tickut  Delote the Ticknt  Edit the Ticket 2795 the ek A e
The Contact for a Ticket = = ] = =
The Manager of the Cantact for a Ticket : | ] ] =
The Default Cantact for the company for the Ticket = ]

[=ERS
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Tickat optiane m Appaarance

Legen Optinna

Create users when they first lagan

[T R —

=

;[ Email Addrass W

Shom Logged om wer list for non Operators ; [7]

Send Fargatten passwards to

: | The users Emall Addraxes ¥

%

%

Authanticatn Ussrs Using NT Zacarty ; []

Shomw Logged on wer list for Gperators : [#]

%
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Tikat options  kagen Ctians |HepRssieal

Appassance
mama of Belpd sk system DA Halpask
Mama of & Trouble Tickat = Treuble Ticket
Shork nanse Tor  Trowble Ticket Tickat
Tickst list Paging enakled :[ma
Records Per Page = 100
nsmber of Pages to display 10
How to Saarch for Usars _:nx:lls‘ himrachy of Campaniaz and Departmants ~
Comtamisabla taxt on Logon page [ What's Kew Samels Cempany Infe Sample Ramindar Merzags Sameln
|| 3 Sowen BB @
B I U x| x| &Y== &
|5 .

| St = Fomat
|

NetSupport Ltd

Tel: +44 1778 282270
‘opening hours 09:00 ko 17:00 GMT

‘Walcame to the NetSupport Halpdask
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Welcome,
Mark to the DNA Helpdesk

(=] Ci

Create a New ket Search for Solutions

Open Trouble Ticket Summary for Mark

Ticket Numbear Description
1 Mouse is broksn

Raturn key

t

anger werking.

Welcome Admin ,
to the DNA Helpdesk

Trouble Ticket Summary for Admin
High Priority Trouble Ticket

Hew

Medium Priority Troubla Tickat

Hew

%

]

Change your User Details

Status
In Progress

Neaw

Trouble Ticket Summary for Department Support

High Priority Trouble Ticket

New

Medium Priority Trouble Ticket

Haw

z list
1 list
2z list
1 list

)
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IO raubde Ticket T
e Ticket  Status  Priority  Costact Category Deseription Tins Opan (total]

ey 1 S @ Faedmies [PE]Mouis Houds i brakiaa 96 mind
Assigned bo me F Huw

‘Axaignad to Support g

Hardmare |[PC Kaybourd Fuaturn Loy i ma lerser meriing, & mina

leny
Edmin Saltwaral Application| Weed Proceasar Can't sscess DA 1 min

Tickat Summary
Logout
Online Halg

on Users
G Admin
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Welcome,

Mark to the DNA Helpdesk

Create a New Ticket Search for Solubons Change your User Details
Open Trouble Ticket Summary for Mark
Tickat Numbar Deccrption Status
1 Mouse s brokan In Progress
2 Return key is no langer warking. Nw
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153 Emek | b save | (4] Quitk Closa | £ Edit Contact Dutails | o Selert & User | gz Mew Comtact | & Add Files

m Hardrare Trvackory  Softeace Tnvackary

o
a

=3

Naw
Trouble Ticket

Diatais

Drablern Type *
Priority *
Assignes
Description *

Cantact Details

Company
Cepartmant
Hame
Phone

Emad

Makils

Rt (¥ [PC % Kaybeand -
QLTI un Date i 1ovoarzooT

1| g

Fraturm boey is 0o longer working:

6 $7

"0 % % %

6 $7

7))
%

@l Mutsupport
£ support
R ans

L=l

20Eterting.com
)

®

[£] Quick Ceas

ke save |

%

%

%
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m Hardrara lrvackery  Sefirars Imactery

& Contact Dataile
== o} Company Gl
B Department £
= —
Fhone
trad )
New
Hokile
Trouble Ticket *
Datsds
Probles Type * -
Briary * [uen Dus Dats : O times
Assignes f -
Descriptian *

b save | [5] quick close
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Quick CloseTrouble Ticket 4

Details
Status ;| Completed %
Resolution Code : |Hardware Replaced %

Add Comment

k& save and Close
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9 Back | |g Save | ] Delete | & Print | & Add Files | < Selact a User | () Add Solution | (= Audit Trail | $ Remote Cantral | ¥, Chat

m Hardrare Inventory  Software Inventory

= o]
]

Trouble Ticket
1

Datails

Ticket Type Hardvare w|[pC %[ Mouse
Priority i [High &

sta Naw v
Assignee Admin ¥

Summary

Mousa is broken
Original Description
Mouse is broken

additional Infarmation

Statuz of Othar Tickat
2

Company Gl NetSupport
el * L
Name §8 Jans
Telephone @
Email (2] 20@testing.com

Hobile R

v
Date Logged i 10/01/2008 08:34:37
Time Open 2 hours, 46 mins

Due Date 14/05/2007

W s e

[ ad

Total Time taken : 0 Mins
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