What's New in PC-Duo Enterprise HelpDesk v4.00

Extended User Authentication

To provide enhanced

& HelpDesk User Account Import Manager

security, and as an
alternative to its standard
account authentication,

Import Users

These are the uzers that were found in ENGINEERING -- Default Rule.
Configure the settings to import the users you want in this account import rule.

Enterprise HelpDesk now
allows users to log on using
their Windows Domain or
Active Directory account.

Administrators can choose
whether to authenticate
user credentials with Active
Directory, Windows Domain
or HelpDesk security and
use the LDAP-based Import

Filter:
Uzers must belong to at least one of these groups.
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¢ Tip

‘when importing all users,
you can impart now, or
schedule the import process
to happen at a later time.

O Selected Lsers

User Accounts wizard to
specify which accounts are

< Back Mext = Cancel

allowed.

E-mail Integration

HelpDesk / Exch Server

Exchange Server

Specify the Exchange Server and the public folder or mailbox that will receive the incaming
Messages.

Ezchange Server Mame: Server il

InbowdFolder: Public Folders/Support E

HelpDiesk Server

Type the location of pour server and a logon name and password to be sble to lag inta that server.

E] Support @

Server Path: \WwebserversHelpDiesk Server L)
Logon Mame: admin
Password: eoee

Enterprise HelpDesk now accepts
e-mail requests submitted by
users, applications and intelligent
devices.

Using the Exchange Server
Integration wizard, Administrators
create Microsoft Exchange rules
that define defaults for any
missing values, and map fields
within an e-mail to the HelpDesk
database.

When HelpDesk receives an
e-mail to its dedicated account, it
automatically creates an issue
which can then be allocated to
support staff as normal.
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Web-based Administration of User Accounts

In Enterprise HelpDesk 4.00, the Web Admin application has been extended to allow
Administrators to manage user accounts. Administrators can change the HelpDesk
user’s logon name and assign users to groups from their Web browser.

|@ HelpDesk Web Admin [demo] - Microsoft Internet Explorer E]
File Edit Wew Favorites Tools Help ;'J’
Qo - () Iﬂ |EL| W ) search ¢ Favories {2} = i3
address |&] http:fwhlapihelpdeskadminCensusadmintain. asp w a Go  Links ®
m‘ﬁ'. - v ,l-\ Search =~ # Highlight A 1 COptions ? Pop-ups Blocked (3) = ./ Hotmail 3 Messenger 8 My MSH 23 Mews

C 2]
helpdesk Help Log OFF
Security Choices workflow: Motifications Tabs Inventory Relocation
-
Project: HelpDesk v il
8 Display: |1 UEErE {52 E futhenticate With:
Logon Name: ‘ |
Users Password: ‘ |
| Hame) | LIEERIED + Confirm Password: ‘ |
p E—Users (20) ol &
G —Adrministrator i] Haer pullame: ‘ |
roups .
—David Brigas O 8“ Electronic Mail: ‘ |
—Dean Bates ] Add ‘ |
G '] B
—demo 0o Conkact ompany Name:
—Emplayee ] &. Telephone Mumber: ‘ |
F—guest ] Edit J
—Help Desk Analyst = ) .
Postal A :
—Help Desk Group Les ] Edic oSt ress
——dean Gustomer it Logon
—Jean Developer o [ e Fax Kumber:
——Jean Manager = Eams N
——Jean Support Analyst ] "
—dJean Support Leader L] 8 Departmert: |
Make
[——Jean Tester B B e User Categary:
* This color indicates a required Field. j
&] Done % Local intranet

Global Choice Lists

Choice Lists enable Administrators to specify the options available to users in a
HelpDesk Project. In previous versions of Enterprise HelpDesk, Administrators were
required to separately define Choice Lists in each project they created. In Enterprise
HelpDesk 4.00, the new Global Choice List feature enables Administrators to reduce
the amount of work required to set up a Project by utilizing shared Choice Lists.

Default Values

HelpDesk 4.00 enables Administrators to specify default values for new users. These
default values are then carried through to both the Submit only view, used by
individuals submitting issues, and the HelpDesk Web Admin application, minimizing
the amount of information that a particular user needs to enter when creating a new
contact or user within HelpDesk.

Control the visibility of Users and Contact Visibility on a Per-
project basis

Enterprise HelpDesk 4.00 offers Administrators the ability to control which users and
contacts are available in a project. Enterprise HelpDesk allows you to assign users
and contacts to categories, and then specify which categories are visible within the
project.
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E-mail users from HelpDesk views

HelpDesk users are now able to e-mail the submitter of an issue directly from inside
the HelpDesk issue within the HelpDesk views, the e-mail containing the issue

details.
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Workflow in Submit-only Views

HelpDesk’s submit-only views have been enhanced to allow Administrators to define
workflow rules. Administrators can now define different workflow rules for different
types of issue and use this to specify different choices for a field depending on the
selections made by users.
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