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1.2

Introduction

Welcome

AccessAble Help Desk 2012 is a combination of a desktop application designed to run on Microsoft
Windows (I have tested on Windows XP, Vista, Windows 7 and Windows 8)

and a browser based application (I have tested on Internet Explorer, Safari, FireFox and Chrome)
with mobile web pages (I have tested on Iphone, Android and Blackberry) for managing an IT Help
Desk. The program allows you to manage requests for support, inventory of computer, peripherals
and software and a knowledge base.

e MBI RESEIE S8 T

File Edit Reports Tools Window Help

Ka @4 B ik [WE: | ]

Wy Filer (UPPER|USE DEPARTMENT) = ACCOUNTING) | M8 Fiter (COM ASSIGNED = John Jones)] {9 Filter-((REQ:REQUESTOR = “John Jone<)) |

| £ Fiten(REQ:

RID

Requestor

John Jones

Request Type

Request Category

|natallation

\Q}IE

Date Requested  Time Submitted By Department

3:42 Ph Adrin Accounting

Le-F 1

|

-

| - Computers
|

E Software

]

“o Peripherals
| kookunTehles ™| "
| Hﬂm“s Details Action Taken or Planned
Search Text: — -
This is a sample support request. «  Sample action taken or -
Import Data This is only a sample. . planned. Taken. i

e ) i) (i) o) (Bases) Mioe] (T8

Microsoft Windows and Microsoft SQL Server are trademarks of Microsoft Corporation. Any other
trademarks mentioned are property of their respective trademark owners.

NOTE: | use and recommend a number of Microsoft Products but do not resell software or licenses
for them or any other company at this time.

Installation
First, Get a Database

| like the old joke from Comedian Steve Martin: "How to make a million dollars: First, get
a million dollars... ". Inthe case of the AccessAble Help Desk 2012 desktop application for
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Introduction 4

Microsoft Windows and browser based web pages, you will need to first, get a database.
Actually you first need a database server running Microsoft SQL Server 2005, or higher. |
have anumber of web hosting providers| use and that may be an economical way for many
small businesses. Just be sure that when you get an account it iswith a provider like
Winhost.com that provides web hosting for .NET web pages and a Microsoft SQL Server
database. They will provide a control panel that let's you create databases but you may also
want to download Microsoft's SQL Server Management Studio express edition to be able to
easily run the script | provide that will create the tables and fields in the database. 1f your
organization islike many medium and large companiesyou may already havelicensed M SSQL
Server from Microsoft) and just need to get your database administrator to run the script for
you. (I don't currently sell any Microsoft products or services, if you need to purchase licenses
for Microsoft SQL Server | recommend you visit http://www.microsoft.com or visit areseller's
web site) Either way, read on...

| don't recommend making any changes to the structure of the tables. The database structure
asprovided in the SQL script is compiled in the windows based executable program for
AccessAble Help Desk 2012. | mentioned the script to create the tables and indices and so on.
Y ou will need to run this script after creating a database — either on a hosted server such as
provided my Winhost.com or a database on a server your company aready hasfor your
purposes. Either way, select the databasein SSMS (SQL Server Management Studio) or
similar tool and open the SQL script file.

In the next screen shot | am creating a new database. Depending on your situation, the
database may have already been created and a user name and password provided to you.
However, if you are installing the program yourself, perhaps using Microsoft SQL Express,
you may have to create the database.

7 New Database
Selecta page i . -
# General ; Soipt = I Hep
[ Options
_'.‘%-"‘ Filegroups Database name: sampleaahd2012]
Qwner: <default> B
Database files
Logical Name _ Fie Type  Fiegroup Initial Size (ME)  Autogrowth
compleashd.. Fows... PRMARY [2 | by1MB.uvesiced gont
samplezahd... Log Mot Applicable 1 By 10 percent, unrestricted growt

© 2012 ... Dennis Baggott and Sons



AccessAble Help Desk 2012

You own it —the database that is...

If creating a login for the database you may want to be sure the login has
the role db_owner. If using a hosting provider they may provide you a
login name that is likely already db_owner equivalent.

Y ou may also need to create a Microsoft SQL Server Login mapped to the database you
created. See below.

.

. sampleashd2012 ¢ Accesshble
]  tempdb

Database role membership for: sampleaahd 2012

[] db_accessadmin
[ db_backupoperator
(] db_datareader
(] db_datawrter
[ db_ddladmin

[ db_denydatareader
[] db_denydatawriter

In thisexample | named the account "AccessAble" and have assigned the db_owner roleto the
account. That isredly all you have to do before you can run the provided script to create the

table structure.

Now | have created the database. | choose the File Open menu option and browse to the .sql
script (createdatabasestructure.sgl). When | have it loaded, and have my new database
selected, | click the Execute button to run the script.

© 2012 ... Dennis Baggott and Sons



Introduction 6

| 357 |[sampleaahd2012 -| ¥ Execute b vioF O e agEn =
createdatabasestructure.sql - Denn...)) |
V****** Object: Table [dbo].[Vendors] Script Date: 12/28/2012 12:10:53 *k*&xk& /
SET RNSI NULLS ON
GO
SET QUOTED IDENTIFIER ON
GO
EICREATE TAELE [dbo].[Vendors]
[Vendor] [nvarchar] (35) ¥
[Address] [nvarchar] (45)
[City] [nvarchar] (25)
[St] [nvarchar] (10) N
[Zip] [nvarchar] (10) NU
[Phone] [nvarchar] (25)
[Fax]) [nvarchar] (25) NULI
[EmailAddress] [nvarchar] (65) NULI
[WebSite] [nvarchar] (65) NULI
[Contact] ([nvarchar) (25) NULI
[Notes] [nvazrchar] | ) b -
CONSTRAINT [PE_Vendors] PRIMARY KEY CLUSTERED

i1

A
Jl""

[Vender] ASC
JWITH (PAD_INDEX OFF, STATISTICS_NORECOMPUTE OFF, IGNORE_DUP_KEY = OFF, ALLOW_ROW_LOCKS ON, ALLOW_PAGE_LOCKS ON) ON [PRI!
) ON [PRIMARY)
[cle]
E INSERT [dbo] . [Vendors) ([Vendor), [Address], [City], [St], [Zip], [Phone], ([Fax], [EmailAddress], [WebSice], [Contact], [Notes])) VALl
INSERT [dbo].[Vendors] ([Vendor), [Address], [City]l, [St], [Z2ip], [Phone], [Fax], [EmailAddress], [WebSite], [Contact], [Notes]) VALl
INSERT [dbo].[Vendors] ([Vendor), [Address]), [City], [St], [Zip], [Phone], [Fax), [EmailAddress], [WebSicte], [Contact]), [Notes)) VAL

feekkk%® Object: Table [dbo].[UserTypes] Script Date: 12/28/2012 12:10:53 #kkkkk Fi
- 5ET RNSI_NULLS ON

GO

SET QUOTED IDENTIFIER ON

GO

EICREATE TABLE [dbo].[UserIvpes] (
[UserType] [nchar] (20) NCT NULL,
CONSTRAINT [PE_UserTypes] PRIMARY EEY CLUSTERED
{
[UserType] ASC
JWITH (PAD INDEX = OFF, STATISTICS NORECOMPUTE = OFF, IGNORE_DUF_EEY = OFF, ALLOW ROW LOCKS = ON, ALLOW_PAGE_LOCKS = ON) ON [FRIl
L) ON [PRIMARY]
GO

| have provided some sample data that will be created when you run the script. Y ou will want
to edit the data, maybe starting with the Lookup Tables to customize the program for your
purposes.

The screen below shows the tables created when you run the script to create the tables. If you
run the script but don't see these tables when you select your database (this oneis hamed
aahd2012) you may need to right click on the tables tree and choose refresh.
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3 [J] aahd2012

[d Database Diagrams

= [Cd Tables
3 System Tables
= dbo.Applications
= dbo.Buildings
E dbo.Computers
3 dbo.Departments
2 dbo.EquipmentStatus
# & dbo.KnowledgeBase
@ [ dbo.locationLst
@ = dbo.Manufacturers
@ [ dbo.Models
# [ dbo.OperatingSystems
@ O dbo.Peripherals
F O dbo.PeripheralType
@ [ dbo.RequestCategory
@ [ dbo.RequestHistory
@ [ dbo.RequestPriority
@ [ dbo.Requests
@ £ dbo.RequestStatuses
[ dbo.RequestTypes
[ dbo.Rooms
3 dbo.Software
£ dbo.Subtopic
= dbe.Topic
£ dbo.UpdateTypes
= dbo.UsersAndStaff
= dbo.UserTypes
= dbo.Vendors

BHEBHBH

H #

Bl

The next screen just shows part of the structure of the computers table. Y ou can see the
Primary and Foreign Keysfor thistable.
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Introduction 8

= | aahd2012
[3 Database Diagrams
= 3 Tables
[ System Tables
E dbo.Applications
= = dbo.Buildings
= E dbo.Computers
= L@ Columns
¥ AutoPcD (PK, int, not null)
¥ UID (FK, int, null)
B Assigned (nvarchar(25), null)
=] Location (nvarchar(22), null)
1 Department (nvarchar{22), null)
£ Building (nvarchar(25), null)
(Il Room (nvarchar(25), null)
[ Status (nvarchar{20), null)
[[] Lastinventory (datetime, null)
[Z] Nextlnventory (datetime, null)
[Z] AssetlD (nvarchar(15), null)
[Z] SerialNumber (mvarchar(32), null)
[E] Manufacturer (nvarchar(22), null)
[E] Model (nvarchar(30), null)
= OperatingSytem (nvarchar(22), null)
[Z] OzVersion (nvarchar(15), null)
[Z] CPU (nvarchar(15), null)
= CpuSpeed (int, null)
E] Ram (int, null)
[Z] HardDisk (int, null)
[Z] CdRom (nvarchar(22), null)
[Z] BiosDate (datstime, null)
£| Vendor (nvarchar(30), null)

SET UP THE ODBC Connection — name must be
"aahd201232bit"

Now that the database and tables have been created, you will be able to set up your ODBC
connection that is used by the windows desktop application to connect to the database.
AccessAble Help Desk 2012 has been created with backward compatibility in mind. This
means that you can use the program whether you have Microsoft SQL Server 2005 — or 2008
or 2012. The script to create the tables was set to be compatible back to MSSQL 2005. Many
will run the desktop application on a 64 bit version of Windows while other may use only a 32
bit version of Windows. If you areinstalling on a 32 bit version of Windows you will find the
ODBC (Open Database Connectivity) applet in the Control Panel. However, if you areusing a
64 bit version you will instead have to run the odbcad32 appl et which may be foundin
c:\windows\syswow64folder.

© 2012 ... Dennis Baggott and Sons
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= 4 o P
- » Computer » Local Disk (C:) » Windows » SysWOW64 »

i _A '|_ S"e:.'r\:h_‘i-;fs'.-‘f’f_:;;?&’i

iew Tools Help

| ODBC Driver Manager

Open Burn Compatibility files New folder x>
[ - odbe32.dil
i . l Window onal Component 5... ™ 65.1.7601.17514
| Microso ration B

= pdbcad32
es | e

A3 | B QDBC Administrator
iments = DE senenic Thunk " Microsoft Corporation

See the screen below. You will first need to fill in the name of the MSSQL Database Server —
you may need to include the server name (or IP address) and a\Instance. However, the
\Instance may not be required.

g ODEC Data Source Administrator i
[User DSN | System DSN [ Fie DSN | Drivess | Tracing | Connection Pocling | About |
= Cosos
1 Microsoft SQL Server DSN Configuration = & S
| : .

This wizard will help you create an ODBC data source that you can use to
connect to SQAL Server.

What name do you want to use to refer to the data source?

I. How do you want to describe the data source?
i Description:  aahd2012

Which SQL Server do you want to connect to?
| Server: DEMMIS-HPASGLEXPRESS -

There are two ways of connecting to a Microsoft SQL Server database. 1) Windows
Authentication. Thismeansyou are logging in to the server with the same credentials you use
to login to the network. Thiswill not work for a database hosted by an Internet Service
Provider, such as Winhost.com —in which case you will be using method 2) SQL Server
Authentication. Y ou will need to remember which method you are using for the ODBC DSN

© 2012 ... Dennis Baggott and Sons



Introduction 10

connection. Theweb interface for AccessAble Help Desk 2012 uses the same type of
information in the web.config file which is used for the database connection on the web pages.
Y our user loginsto the web server are in a separate table (the Users and Staff table) not the
SQL Server loginswhich we are talking about here. Anyway, the next screen shows the
ODBC connection using the AccessAblelogin we created in MS SQL Server.

Microsaft SQL Server DSN Configuration (P

How should SQL Server verify the authenticity of the login [D?

~) With Windows NT authentication using the network login 1D.
j-—’l S With SGL Server authentication using a login |0 and password
i enterad by the user.

To change the network ibrany usad to communicate with SGL Server,
click Client Configuration.

[ Cliert Corfiguration...

7| Connect to SQL Server to obtain default settings for the
= additional configuration options.

Login ID: accessable

Pm-d: IIJIII.II

| <Back || Nei> || Cancet | | Hep |

—

Client Configuration —in most cases the default check box can be used, if needed you can
uncheck the box and manually enter a Port for the SQL Server connection.

© 2012 ... Dennis Baggott and Sons
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DENNIS-HP\SQLEXPRESS

Metwork: libraries

(*) Named Pipes

@ TCP/IP
Multiprotocol
MW Link IPX/SPX
AppleTallk
Baryan VINES
VIA

() Other

Server name: DENNIS-HPASQLEXPRESS

1433

ok [ Concel |[ Hep |

Next choose the database to connect to — in our case sampleaahd2012

[t

[¥] Change the defauk detabase to:

sampleashd 2012 -
Agtach database filename:

Create temporary stored procedures for prepared SQL statements and

drop the stored procedures

(@) Only when you disconnect

When you disconnect and as appropriate while you ars
conneched

[V] Use ANSI quoted identifiers.
[¥] Use ANSI nulls, paddings and wamings.

|iz& the fallover SGL Server if the pimary SQL Server is not
— available.

© 2012 ... Dennis Baggott and Sons
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Lol me

[¥] Change the language of SQL Server system messages to:
[Engish 7]
[T] Use strong encryption for data

[] Perform transiation for character data

memmmmgmm numbers, dates and

[ ] Save long running queries to the log file:

C:\Users'\Dennis\AppData’Local\Temp\QUERY LC| [ Browse ]
Long query time {miliseconds): | W00 |
("] Log ODBC driver statistics to the log file:

Finally, click Finish and test the setup.

JDBC Microsoft SQL Server Setup : e |
A new QODBC data sounce will be created with the following
configuration:
Microsoft SQL Server ODBC Driver Version 06.01.7601 -

Data Source Name: aghd 201235

Data Source Description: ashd2012

Server: DENNIS-HP\SQLEXPRESS
Database: sampleazhd2012

Language: English

Translate Character Data: Yes

Log Long Running Queres: No

Log Drver Statistics: No

Use Regional Settings: No

Prepared Statements Option: Drop temporary procedures on
disconnect

Use Fallover Server: No

Use ANSI Quoted |dentifiers: Yes

Use ANSI Null, Faddings and Wamings: Yes
Data Encryption: No

12
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S(L Server ODEC Data Source Test |

Test Results
Microsoft SGL Server ODBC Deiver Version 06.01.7601 -
Running connectivity tests__
Attempting connection
Connection established

Verfying option seltings
Disconnecting from senver

TESTS COMPLETED SUCCESSFULLY?

After creating the database and running the script to create the tables, you can run the Setup to
install the Microsoft Windows based AccessAbleHD.exe program you can use the Shortcut to
run the program.

In order for you to evaluate AccessAble Help Desk 2012 to seeif it meets your needs, the
program automatically issues you atemporary "key" to allow you to try the program for up to
30 days. When you first launch the program you will see amessage like below. Thereare 3
buttons. Thefirst button isused if you have decided to buy asite license, placed an order with
BMT Micro and received your Permanent Key. NOTE: When placing your order you will
prompted for a"Register To: " value. This can be an individual's name or organization name.
Whichever you use, you will need to enter that along with the Registration Key from BMT
Micro to remove the 30 day trial limitation. Since AAHD 2012 issold asasite license, you
may enter the same register to name and registration key on as many computersin your
company asyou like to remove the 30 day trial limitation. Registration information isstoredin
the windows registry on each computer.

The middle button labeled OK iswhat you will click while you are evaluating the program.
Finally, aBuy Now button will take you to aregistration page where you can purchase your

site license through BMT Micro. Thesite license priceis currently $549 - discount codes may
beavailable. Check with me by emailing dbandsons@aol.com

© 2012 ... Dennis Baggott and Sons
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Warning!

You have 30 day(s) left on your temporary key. If you decide to purchase a site license you will receive a permanent key to remove the trial limitation
J‘_\. usually within 24 hours after your purchase. Mo need to uninstall and reinstall the program.

[ Enter Key H oK H Buy Now! ]

Now when we launch the program we will see ascreen like below. Enter the password and

press enter (if using Windows authentication you can instead click the Use Trusted Connection
check box and click OK).

SQLS i - '
QL ServerLogin = | 22|

Data Source: ashd 201233

[] Use Trusted Connection Cancal
Login 1D: accessable Help
Password: ssssnsnns Ootions >

If all went as expected you will then see a screen like the one below:

—— e | |

© AccessAble Help Desk 2012

File Edit Reports Tools Window Help
Ko @€ ko B @
/B BouseteConpuerile | 8L Bowseihe Peipherdsfie | [ Browsethe KnowledgeBase fle /%9 Filter-([REQ-REQUEST TYPE = 'Hardware)) |
1 o
Main Files % Filter:((REQ:REQUESTTYPE = 'Hardware'))
P RID Date Requested Time  Submitted By Depatment Reguestor Request Type Request Category Details
Users and Staff 12/28/2012 1:42 Ph Admin ccounting Hardware. Installation This is & sample request,
@ Regquests
& Computers:
=
Software
o)
“o® Paripherals
Lookup Tables
Reports
Import Data 4 ol
Detail:
Search Text:
This iz a sample request. [n this
example the end user needs some

Before showing more screens from the desktop application, let's talk about the web interface.
| have provided a setup/installation program for the desktop application. The windows

© 2012 ... Dennis Baggott and Sons
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application can be run from any Microsoft Windows based computer that can connect to the
Microsoft SQL Server. Infact you caninstal Microsoft's SQL Server Express Edition on the
same computer as the windows application if you want, but in most cases you will be
connecting to a'real" server that has the database installed from your desktop or laptop
computer where you installed the windows application.

Web Server Installation/Configuration

It is even possible that you can run Microsoft I1S on the same computer where you have the
database and desktop application installed. NOTE: If you want you can test it all that way but
not best for real world usage. Again, to my example of using Winhost.com as the host for
your database and web pages the best way to set up the web pagesis to extract or unzip the
files provided on your computer then modify the web.config file and upload thefilesusing FTP
(File Transfer Protocol) to your web server and set the folder us as an Application folder or
staring point. Thisissimilar to avirtual web directory for those of you that are used to the
older classic .asp web sites.

Y ou will need to be sure the Application Pool is set up correctly - see screen shot.
g' Application Pools
is page lets you view and manage the I|st of appllcatlun pl:n:nls on the SErVer. Appllcatlnn pools are as

ntain one or more applications, and pp=
Edit Appllcatlon Poaol

[ter - Go 9

ame
FASP.MET w0 ASP.MET w4.0

} ASP.NET v4.0 Classic MET Framewaork version: o]
¥ ASP.MET w4.0 Classic .NET AppP...

‘ | NET Framework v4.0.30319 -

FASP.MET vwd.0 webhd o]
¥ Classic .MET AppPool Managed pipeline mode: ol
?Defaultﬂlpppunl |Ir1tegrated 'v| ol
Fwebhd ol

| Start application pool immediately

[ oK l | Cancel

—

Below isasample of the web.config that you will need to edit with your information in order
for the web pages to connect to the database.

"DataSource=yourservername; Database=sampleaahd12; Trusted_Connection=no;User

© 2012 ... Dennis Baggott and Sons
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| d=AccessAble;Password=yourpassword"

Other changesyou will want to make in the web.config file include your mail server settings.
If you do not want to show the Remember User Name, Remember Password or Login
Automatically check boxes you can set those valuesto false in theweb.config file. NOTE:

Y ou can also change the check box display values from within Microsoft 11S. See the screen
shot.

[,c_

Application Settings

Use this feature to store narme and value pairs that managed code applications can use at runtime.

Group by: Mo Grouping =

F=

Marne Value Entry Type
MaobileSignInPageUrl Security/SignlnMobile.a...  Local
MaobileUserAgents android|iphone|ipod|ie..  Local
RolefManagement ProprietoryRoles Local
SearchMestedGroups False Local
SecurityDisabled False Local
SendUserInfoPageUrl Security/SendUserlnfo.a.. Local
{ ShowAutoSignInCheckBox  True Local
ShowRermemberPasswor... True Local
ShowRememberlJserChe... True Local
SignedOutPagelrl Security/SignOut.aspx Local

The web interface provides avariety of different styles which you can select from adrop down
list, however, you may also edit the base classes cascading style sheet to do such things as
change the alignment, color and font of field labels, row heading and so on. The web pages are
not compiled into .dll files so licensed users of AccessAbleHelp Desk 2012 will be ableto
customize much of the web application by themselves. However, for organization that want to
purchase customizations of AccessAble Help Desk 2012 (or acompletely customized web
application for special purposes) contact me at dbandsons@aol .com for information).

The web interface al so includes a number of pagesthat are formatted for mobile phones.
Nothing specia needsto be done to enable these web pages. The web application will detect
the device being used to access the web pages and if amobile user agent is detected, mobile
web pages will be served.

Just as the web interface is not included with the download for the windows desktop
application, an installation for the standalone end user report designer is also provided to
licensed users only after they have purchased alicense. Think of it as another bonus of owning
alicensefor the AccessAble Help Desk 2012. | will email download linksfor the web
interface and report designer after | receive notification of your order from BMT Micro.
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1.3

Back to the desktop application and some screen shots.

Installation Example - Windows XP and MSSQL 2005

Breaking the install ation of the windows desktop based application down in to steps.

1.) Create adatabase on your internal or hosted server.

2.) Run the provided script to create the tables, indexes and so on. Thisscript *.sgl fileis
includedinthe.zipfile.

3.) Setup the 32 bit ODBC (Open Database Connectivity) data source (you may need to
create anew MSSQL User Login for this step).

4.) Run the Setup fromthe .zipfile.

Try the program and if you have any problems or questions email dbandsons@aol.com with
AccessAble Help Desk 2012 in the Subject.

If after trying the program you decide you want to keep using it beyond the 30 day trial period
order your sitelicense (visit http://www.dbandsons.com for more information and ordering
link. The sitelicense covers as many users at your location as want to install the desktop
application at your location. Asathank you for ordering the site license you will then be sent
download links for the web based interface for the AccessAble Help Desk 2012 with mobile
pages and the standalone end user report designer.
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& accessable |Z| |E| |E|

File Edit ‘\iew Favorites Tools Help .f,.

Q- O ¥ p Search (| Folders  [T33]-
| fddress |6 Et\accessable V| 2

File and Folder Tasks

®lli Rename this file

@ Mave this Fils

) copy this file

& Publish this file to the
Wb

() E-mail this file
¥ Delete this Fle

Other Places

e LEWAR (E1)

[ﬁ My Documents
ﬁ Shared Documents
W My Computer

\1& My Metwork Flaces

Details

aadesigner
Compressed (zipped) Folder

Date Modified: Monday,
December 31, 2012, 6:33 PM

Size: 25.1 ME

To demonstrate and test the process | used Microsoft Windows XP running Microsoft SQL
Server Management Studio Express (with MSSQL 2005 Express Edition)

1. Connect to SSM S and select Databases in the tree as seen below.
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E.. Microsoft SQL Server Management Studio Express

File Edit Wiew Tools ‘Window Community Help

B newouery | [y [ [BF ¥l H g BB R ES

7

ol

Registered Servers * 3 X Summary | - X

rR= | 2 B2 7 ] |

[q[-JDatabaseEngme

(8 ssassesiabzideniess | DBS-9C165E514B2\SQLEXPRESS (SQL Server 9.0.5000 - D

” - DES-9C165E514B2)\SQLEXPRESS 5 Itemis)
Object Explorer » 1 %
P . Marme
4
230 L6 e |

= | DBS-9CIBSES14BASQLERPRESS (|| | [ Security
[# [ Databases

- L Server Objects
::: :“ :ecurlt'gb ; |_JReplication
) ECREPELEE | Management

[# [ Replication
[+ [ Management

Ready

Right click and choose Create New Database. In the example screen below | have used the
name AccessAbleDB for the database name. Y ou can use whatever nameyou like.

© 2012 ... Dennis Baggott and Sons



Introduction 20

Database

| 5 st ~ [ Heb

b : Gneral
1 Dptions
1% Fllegroups Dratabase name: AccesshbleDB |
Dwner: <default> |
Database files:
. Logical Mame  File Type  Fdegioup Initial Size (MB]  Autogrowth
| AccesstbleDB  Data PRIMARY | By 1 MB, unrestricted growth
| Accesstble..  Log Not Applicable 1 By 10 percent, unrestricted growth

Servern
DBS-9C1E5ER1 4B 2\SOLEXPRES

Connection:
DES-9C1E5E 51 4B 2\ Adrminiztrator

E—iq! Yiew connection properties

Add Remove

[ 0K ][ Cancel ]

Y ou may use the SQL Server account you started with, but this may be an SA account and
you should create anon-SA account. In the example below | have created an account with the
name of AccessAble and create apassword of HelpDesk (inreal life you will want to create
stronger passwords).
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H Login - New

[Selecta page

2 General

2 Server Roles
éﬁ |Jzer Mapping
24 Securables

[ Status

Connection

Servern
DES-3C165E 51 4B 245 0LEXPREE

Connection:
DES-9CTE5E 51 4B 2\ Adminiztrator

_iq! Yiew connection properties

Progress

Ready

S ~ D3 Heb
Lo name: Accessible Search...
® SOL Server authentication
Pazsward: ssssanes |
Confim password: ssssssss |

[[] Enforce password policy

Ceitificate name:

Key name:

Default databasze:
Drefault lanoguage:

<defaull>

] [ Cancel
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E Login Properties - AccessAble

Selectapa E -
= Geneal SSmpt = Ej S
éﬁ Server Roles
[ User Mapping Users mapped to this login:
L2 Securables Database User Default Schema |
[ Status : AbIDE ; ALk B
0 gactem
[0  master
| Microbd aint
| model
[ msdb
| pcsdatabase
[] Reporting
[]  RepotingTempDB
[l RepoitServer sl

Databaze role membership for AccessAbleDB

Connection

— [[] db_accessadmin
Server [[] db_backupoperator
DBS-SC1E5ESTABASALEXFRES | |[7] db_datareader
Connection; | db_datawriter
DES-9C165E 51482\ Administrator | L] db_ddladmin
[] db_denydatareades
4 View connection properties [ db_denydatawsiter
db_owner
Progress = | db_geauityadm
- public
Ready

l OF. ] [ Cancel
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H Login Properties - AccessAble

2 General
éﬁ Server Roles
éﬁ |zer Mapping
[ Securables

5 Status

Connection

Servern
DBS-9C1E5ER1 4B 2\SALEXPRES

Connection:
DES-9C1E5E 51 4B 2\ Adminiztrator

_ﬂj! Yiew connection properties

Progress
Feady

5 Scipt ~ 3 Help

lzers mapped to this logind

Map Database User
gactem
miasher
Microbdaint
model
mzdb
pesdatabase
Reporting
ReportingT empDEB
ReportServer

00000000

Databaze role membership for AccessAbleDB

[] db_accessadmin
[] db_backupoperator
[] db_datareader

[ db_datawiiter

(] db_ddladmin

[] db_denydatareader
[ db_denydatawiter
|:||:|_|:|l.-'-.lr'|Er

(] db_securityadmin
public

Default Schema

db_owner B

| >

[ <

l OF. ][ Cancel ]

The next screen shows opening the .sgl script to create the tables. Remember to have the
database you created selected before you click the Execute button to load the script after you

have opened it.
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File Edit ‘“iew Tools ‘Window Community Help
(R ewauery | [y [ S8 ot b G [ B B A B2 0
T ¥ T R NP
Registered Servers -1 x Summary | > X
g =5 BE& T
= Ij Database Engine

LB dbs-9c1656514bZsqlexprass

s

6 Ikerm(s)

& ] | &
Object Explarer w 0 X

Y a TE
M [ System Databases &
4 | Jf aacsdats
& | ) aahd1z
4 | JJ ashdesz012
| || ashdpesql
@ | J) gactem
| J) MicreMaint My Computer
|1) pesdatabase
Reporting
ReportingTempDE
ReportServer
ReportServerDatabas

T
u
T
u
|1| ReportServerDatabas
u
T
T

ReportServerTempDE Ehepanel | "| | Open |'|
EZAAL Filesof type: | all Files v| Cancel
srsdatasqL L A
| AccessAbleDE
= [ Security
[ [ Logins
[ Server Roles
& [ Credentials
[ Server Objects
® [ Replication
® [ Management

EEEEEEEEEB

<) i ] >

E} Document] - Microsof ..
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Microsoft SQL Server Management Studio Express

File Edit Wiew Query Tools ‘Window Community Help

Bnewouer |0y [y S a¥el Ha B EHERES

1] =l M AccessAbleDB + P Execute o @ 23 w2 i"“ % =] =t =
Registered Servers » & X | DBS-9C165E514..estructure.sql| Summary o
D tE f¥a%xean Ohject: Table [dbo].[Vendors] Script Date: D1/04/2013 15:51:23 =wwnws/ =
= SET ANSI _NULLS ON =
= | Database Engine - E
LB dbs-9c165e514b2sglexprass 9 b
SET QUOTED_IDENTIFIER ON
GO
CREATE TABLE [dbo] . [Vendors]
<l T | [Vendor] [nvarchar] (35
[Address] [nvarchar] (45
Object Explarer -l X| [City] [nvarchar] (25)
9% m T [8t] ([nvarchar] (10}
[® [ System Databases A [2ip] [nvarchar] (10) '
# | aacsdata [Phone] [nvarchar] (2S5
@ | aahdi2 [Fax] [nvarchar] (25) NULL,
@ | ashdes2012 [Emailiddress] [nvarchar] (65) NULL,
@ |1 ashdpesql [VebSite] [nvarchar] (65 L
e U gactem [Contact] [nvarchar] (25
| ] MicroMaint [Notes] [nvarchar] N 5
£ U pesdatabase CONSTRAINT [PK_Vendors] PRIMARY KEY CLUSTERED
# | 1] Reporting i
[E3] U ReportingTempDE [Vendor] ASC
@ | Reportserver JWITH (PAD_INDEX = OFF, STATISTICS_NORECOMPUTE = OFF, IGNORE_DUP_KEY = OFF, ALLOW_ROW_LOCKS
i# | |} ReportServerDatabas ) ON [PRINARY]
i# | || ReportServerDatabas: 6o
g Ly z;'i?gj?:'e”empt’ﬁ INSERT [dbe] . [Vendors] [[Vendor], [Address], [City), [St], [2ip], [Phone], [Fax], [Emaillddress
® U o INSERT [dbo] . [Vendors] ([Vendor], [Address], [City], [St], [Zip], [Phone], [Fax], [Emailiddress
. 5 :Z;:Nim INSERT [dbo] . [Vendors] ([Vendor], [Address], [City], [St], [Zip], [Phone], [Fax], [Emailiddress
BDS;acurity /**%#5% Object: Table [dbo].[UserTypes] Seript Date: 01/04/2013 15:51:23 #w#ws+ws/
- . SET ANSI NULLS ON
® 3 Logins ]
B [ Server Roles GO
& £& Credentials SET QUOTED IDENTIFIER ON
B [ Server Objects GO
3 Replication CREATE TAEBLE [dbo] . [UserTypes] Z
[ Management Sl 3
e
~ || 3 Connecte 4 # mninistrator coesshblel :00: rows
€| i I ¥ =) d DBS-SC1E5EET4BASALEXPRESS [3.05P4) DBS-3C165E51 4B 2544, [54] B shbleDB | 000000 | 0
Feady Lni Col 1 Chi INS
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icrosoft SQL Server Management Studio Express

File Edit Wiew Query Tools

Window

Community  Help

Dnewowey |0y | Sl H @ B EBES,

27 3_42 w AccessAbleDB

- | BEseate v m 23,2 0200 2° s B E[EE]0Y | =

7]

Registered Servers > 1 X | DBS-9C165E514..estructure.sql | Summary - X
D |E l/’”””‘” Ohject: Table [dbo] .[Vendors] Script Date: 01/04/2013 15:51:23 ##rnas/ v
= SET ANSI NULLS CN =
= | Database Engine co -
LB dbs-9c165e514b2\sglexpress
SET QUOTED_IDENTIFIER ON
GO
CREATE TABLE [dbo] . [Vendors] (
o3 i | [Vendor] [nvarchar] (35) NC
= [Address] [nvarchar] (4
Object Explorer 1 X [City] [nvarchar] (25)
A 4 m T [8t] [nvarchar] (10}
[ [ System Databases A [2ip] [nvarchar] (10)
# [ aacsdata [Phone] [nvarchar] (25)
@ [ ashdi2 [Fax] [nvarchar] (25)
| J ashdesz012 [Emailiddress] [nvarchar] (65
# | ashdpesql [VebSite] [nvarchar] (65) L
# | | gactem [Contact] [nvarchar] (25) 3
| ] MicroMaint < T AT L E 3
# | | pesdatabase L ==
i | J Reporting L3 Messages |
[# | | ReportingTemplB -
[# | | Reportserver (1 row(s) affected)
# | | ReportServerDatabas
1# | | ReportServerDatabas: (1 row(s) affected)
[ | | ReportServerTempDB
(3] U SERTDATA {1l rowis) affected)
=] U stsdataSoL
| ) AccessableDs (1 row{s) affected)
& EES;CLL";;”S il rowis) affected)
L e s (1 row(s) afectear -
| BN SerceriOblects {1 rowis) affactad}
[ Replication hdl
[ Management =
“
| il ] ):_ a Query executed successf. DBS-SC1ESES14BASOLEXPRESS (9.0 5P4] DBS5-3C165E51 4B 2\ Administrator (54) AccessdbleDB | 00:00:00 | Orows
Feady Lni Col 1 Chi INS
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Microsoft SQL Server Management Studio Express

File Edit Wew Tools ‘window Community Help
Dewouery || | BalelHE BB BES
=1 3 el L M B aolat e 2o B L S i =
Registered Servers -1 x DB5-9C165E514...estructure.sql | Summary - X
U |'-_£ f#%%%%3 Ohject: Table [dbo] .[Vendors] Script Date: 01/04/2013 15:51:23 ##%7 =
= SET ANSI_NULLS ON =
= [ Database Engine e e
Ld dbs-9c165e514b2\sglexpress
SET QUOTED_IDENTIFIER ON
GO
CREATE TABLE [dbo] . [Vendors] |
[Vendor] [nwvacrchar] (35) NULL,
[Address] [nvarchar] (45) L,
[City] [nwvarchar] (25)
[St] [nvarchar] (10)
| [ ReportServerDatabase ~ Eziplgtovacchar]iiily
4 | ] ReportServerDatabaseTempDB [Phone] [nvarchar] (25)
[# ||| ReportServerTempDB [Fax] [nvarchar] (25
® || SERTOATA [Emailiddress] [nvarchar] (65) NULL,
[ | [ srsdatasol [WebSite] [(nvarchar] (65)
= | ] [Contact] [nvarchar] (25) 3
[# [ Database Diagrams < EE = T o 3
[= (3 Tables — S
[# [ System Tables 13 Messages
# [ dbo.Applications -
# (2 dbo Buildings {1 row(s) affected)
# [ dbo Computers
# [ dbo.Departments il rowis) affected)
® 1 dbo EquipmentStatus
# [ dbo KnowledgeBase il rowi{s) affected)
# [ dbo LocationLst &
® [ dbo.Manufacturers {1 rowis} affectad)
& [ dbo.Madels
® 1 dbo.OperatingSystems (0 SooEh Sisaah
[ 1 dboPeripherals
=1 dbo.PeripheralType () ooded) etiazech) E
= dbo RequestCategary (1 rowis) affected)
1 dbo RequestHistary hdl
=1 dbo RequestPriarity
=1 dbo.Requests -] o
< i > QQ_ DBS-SC1E5ES14BASOLEXPRESS (9.05P4) DBS-3C165E51 4B 2\ Administrator [54] AccessdbleDB | 00:00:00 | O rows
Ready [Document1 - microsoft word)

After creating the database you will need to set up the ODBC Data Source: you will need the
Server Name or | P address, database name, and user name and password.
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Create Mew Data Source

X

Select a dimver for which vouw want to 22t up a data zource.

Name | v
Iicrosoft Paradox Dinver [“.db )

Iicrosoft Parados-Treiber [*.db |

Microsoft Text Derves [0t ".csv)

Mictosoft Tesxd-Treiber [t " csv)

Microsolt Visual FosPro Driver

Mictosolt Visual FoxPro-Treiber

Soltvelocily TPS diver - Developer Dema [".tps)
SOL M ative Chard

SOL Server

4

.

Pl ol S — — o L

b

Bac I Firizh | Cancel |

Create a Mew Data Source to SOl Server

Microsaft®

SQL Server 2005

...

..

| ——
s

Thig vaizard wall help pou create an ODBC data source that vou can use to
connect bo SOL Server.

WWhat name do pou want bo use to refer to the data source?

Mame: |ashd201232bit

How do pou wart to describe the data source?
Description: [Accessable 2012 32 bit data source

Which SOL Server do you want to connect ta?
Server. [DBS-9C165E514B2\SALEXPRESS| |

| Firizh I Hext > Cancel Help

28
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Create a Mew Data Source to SOl Server

Howe should SAL Server verify the authenticity of the login (D7

Microsaft*

SQLServer 2005 O With Integrated Windows authentication.

o With SOL Server authentication using a login 1D and password
entened by the user.

W Connect to SOL Server to obtain default settings for the

Login ID: [AccessAble

Password: |
< Back Nest > Cancel | Help |
Create a Mew Data Source to SOL Server |E|

Microsaft

SQLServer 2005

[~ Attach databace flename:

L '
e [V Use ANS| quoted identifiers.

-= ¥ Use ANSI nulls, paddings and warmings.
ed

< Back Hext > Cancel Help
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Create a Mew Data Source to SOL Server &|

I Lhange the language of SOL Server system messages to:
Microsaft* -
SQL Server 2005 | Engiist ]

[ Use strong encrpption for data

¥ Periomn translstion for character data

r uum regional selings when oulputting curtency, numbers, dates and
mes.

[~ Save long running queries to the log file:

Long query time [miliseconds}  [S0000
[~ Log ODBC diver statistics to the log file;

AL 1 A 1 - L | =
I L L i L 3 Wl BIOWEE, .

<Back [ Fmsh |  Cancel | Help

ODBC Microsoft 5QL Server Setup

A newe ODBC data source will be created with the following
conhouration:
Microzoft SEL Hative Chent Version 09.00.5000

Data Source Mame: ashd201 2320t

Data Source Description: Accessable 2012 32 bit data source
Server. DBS-9C1E5E514B2VSOLEXPRESS
IJse Integrated Secunty: No

Database: AccessdbleDB

Language: [Default)

Data Ercryption: Mo

Trugt Server Certificate: Mo

Multiple Active Result SetsMARSE No
Mirrar Server

Translate Character Data Yes

Log Long Running Quenes: Mo

Lag Driver Statistics: Mo

Ilze Regional Settings: Mo

Ilze AMNS| Quated |dentifiers: Yes

1z AMS| Null, Paddings and ‘wamings: Yes

| Test Data Source. .. I ()4 | Cancel |

After you have created and tested the ODBC connection you are ready to run the Setup.
NOTE: If you have multiple usersthat will be running AccessAble Help Desk 2012 and all
will be connecting to the same database, you only need to run the script to create the tables
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once, but each user running the desktop application will need to create an ODBC connection
as described and run the setup program from their computer. However, if using the web
interface provided to licensed owners, ODBC configuration is not required and the windows
install does not need to be run for web only users (such as end users just submitting requests or
pel p desk staff that won't need enhanced reporting).

{2l Setup - AccessAble Help Desk l |

-

Welcome to the AccessAble Help
Desk Setup Wizard

This will install Accessable Help Desk version 2012 on your
computer.

It is recommended that you dose all other applications before
continuing.

Click Next to continue, or Cancel to exit Setup.

Mext = ][ Cancel ]
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ﬁ_,'-?—,' Setup - AccessAble Help Desk

License Agreement
Please read the following important information before continuing.

Please read the following License Agreement. You must accept the terms of this
agreement before continuing with the installation.

PLEASE READ THE FOLLOWING LICENSE AGREEMENT. IT WILL BE NECESSARY

FOR YOU TO AGREE TO BE BOUND BY THE TERMS OF THIS AGREEMENT BEFORE |

BEING PERMITTED TO CONTINUE TO INSTALL THE PRODUCT.

IF YOU DO NOT ACCEPT THE TERMS OF THE LICENSE AGREEMENT THE
INSTALLATION PROCESS WILL BE TERMINATED.

LICENSE AGREEMENT WITH DENNIS BAGGOTT AND SONS:

VERY IMPORTANT-CAREFULLY READ : This License Agreement (hereinafter
"LICENSET) is a legal agreement between you (either an individual or a single

i@ I accept the agreement:

{73 I do not accept the agreement

s

-

< Back |[ Mext = ] [ Cancel ]
ﬁ' Setup - AccessAble Help Desk ==
Select Destination Location
| Where should AccescAble Help Desk be installed?
1 Setup will install Accessable Help Desk into the following folder,

To continue, dick Next. If you would ke to select a different folder, dick Browse,
F €1 \Program Fileshiccessable Help Deck [ Browsa...
|

At least 27.2 MB of free disk space is required.

<Back || Next> | [ cancel

32
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Select Start Menu Folder
Where should Setup place the program's shorbouts?

= i Setup will reate the program's shortouts in the following Start Menu folder,

To continue, dick Next. If you would ke to select a different folder, dick Browse,

H iccessable Help Dask Browse...

< Back ” Mext = ][ Cancel

ﬁ' Setup - AccessAble Help Desk ==

Select Additional Tasks
Which additional tasks should be performed?

Select the additional tasks you would ke Setup to perform while installing AccessAble
Help Desk, then didk Mext.

Additional icons:
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ﬁ%’ Setup - AccessAble Help Desk I. = |

Ready to Install
Setup is now ready to begin instaling AccessAble Help Desk on your computer.,

Click Install to continue with the installation, or dick Back if you want to review or
change any settings.

Destination location:
C:\Program Files\AccessAble Help Desk

Start Manu folder:
AccessAble Help Desk

Additional tasks:
Additional icons:
Create a desktop icon

<Back | Instal |[ Cancel

rfj%j Setup - AccessAble Help Desk I. | |

Completing the AccessAble Help
CH@ Desk Setup Wizard
Setup has finished instaling Accessable Help Desk on your
computer. The application may be launched by selecting the

installed icons.

Click Finish to exit Setup.

7| Launch AccessAble Help Desk]
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' Reminder

This program is not free. It is an evaluation version of copyrighted software. If you use it beyond the evaluation period, you are expected to register it
with the author, Please check the program’s documentation for details.

OK

You have 29 day(s) left on your temporary key. If you decide to purchase a site license you will receive a permanent key to remove the trial limitation
usually within 24 hours after your purchase. No need to uninstall and reinstall the program.

Eterkey | [ 0k ][ BuyNow |

-
a?; Accessible Help

D T

9 Q@ oo WNE-F @

1P X

P Windows Se

g Windc ir as me features of this program

Windows Firewall has blocked some features of AccessAbleHD on all public and private networks.

H AccessAbleHD
Ld Publisher: Unknown
Path: C:'program files\accessable help desk\accessablehd. exe

Allow AccessAbleHD to communicate on these networks:
[7] Private networks, such as my home or work network
Saftwwars

[ Public networks, such as those in airports and coffee shops (not recommended
because these networks often have little or no seaurity)

Peripherals || what are the risks of alloving a frewall?

| Mowaccess | [ cance
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ccesshble Help Desk 2012
e bt _Recorse ook sncow o

BaE ey OEB kcd

Windows Frewall has blocked

Do you want 1o keep blocking this progan?

?MMD
7 Publizher. Usknown

| Keep Blockng | Linblock: Ak M Later

: PP
Intmimiet of & network, 1f you . u-?numlummm
o . When s ekt § pepse?

36
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2.1

@ AccessAble Help Desk 2012

porks  Toolks dow  Help
gl Calcal ) O £ @
/& Flier, T3 Record Will Be Changed | 14X
1) Request |2]Requeﬂ[m 2) |
fo 2 v —
: a Date Requested | [HIEVENE | Time Requested: 5:04 PM ]
Carmputers Submitted By: | Status: [Incamplete |
Requestor. [John Jones v Prioity [Normal |
D Department: 'Aocomling ]
Software - s
Localion: [Headquatters | Buldng  |AdminBldg |
©) Request Type: |Acquire Hardware/Softw v| Category: | Other v|
“” Feripherals Details: [ This is another sample request details detail item. This is only & test. There
is no real action to take.
A | 113 | >
Lookup Tables Assigned To: “Admin Accout v Daebee [ |3
Search Teut: |: Action Taken: Request type field may be too smalll | don know if | wank to change it A P
e 1 L] paE though since it will work for most items. Category could be smaller to = bs A
E accomodate that change, or | might have to resize the whole data entry =l i
Earc —
Print ] @ View RequestHistory + 0K X Cancel % Help

@ RequestHistary I

Main Files

Overview

The main files used are Users and Staff information, Requests, Computer, Peripherals , Software
and Knowledge Base. Unlike the lookup table browse screens, the screens used to browse the main
files have more options. For example, right click on a cell (intersection of a column and row in a
browse screen) and a menu like the one below will pop up. Many of the options are the same as you
can access hy clicking a button (Insert, Change, Delete for example) however, other options like
filtering on the contents of a cell are included. Several of the main files are related to other files. For
example 1 User may have many related Requests and 1 Computer may have many related
peripherals or software items that are related. In addition 1 Request may have many related Request
History items. The 1 side of the relation ship may be considered a "Parent" and the many side is the
"Child" to the parent file. After using the program for a little while you will see how this is helpful.
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e MBI RESEIE S8 T

File Edit Reports Tools Window Help

Ka @4 B ik [WE: | ]

Wy Filer (UPPER|USE DEPARTMENT) = ACCOUNTING) | M8 Fiter (COM ASSIGNED = John Jones)] {9 Filter-((REQ:REQUESTOR = “John Jone<)) |
|

& £3 Fiten(REQH JESTOR = ‘John Jones)
f":

18 !| ested  Time Submitted By Department Requestor Request Type Request Category
18 ]| 2 3:42 Ph Admin Accounting John Jones Hardware |natallation [
| ™A Roquests s
| E
-
| - Computers
|

Esbftware

el

“o Peripherals
| iLackupiTables 2™ r
| Hﬂm“s Details Action Taken or Planned

Search Text: — -
| i This is a sample support request. «  Sample action taken or -
mport Uata This is only a sample. planned. Taken.
Search Reset - b
RequestHistory Beset [ Expart ] ID Inzert ] LChange i [@ Delete I Q\ose ] l? Help ]

2.2 User Information

In previous versions | have had a table for users and a separate table for staff. One reason for this
was | expected only staff members would be assigned to a Support Request. In fact | have been told
that in many organizations a request is often assigned back to the request or - either for additional
information or to get agreement a request has been resolved to their satisfaction. For that reason in
this release | am using a single table for both Users and Staff Member information.

2.2.1 Browse Users And Staff

The Browse Users and Staff screen is shown below. It may the best place to start when you begin
working with AccessAble Help Desk 2012 each day. Whether you are updating inventory (computers,
software or peripherals) or Entering or Updating Support Requests if you start by selecting the user
record in this screen you can access buttons at the lower part of the screen to view related items.
The same buttons are available when you are viewing or editing a user record in the update screen.

Sorting is available on many columns. When you have many records it may be helpful, for example,
to click on the last name and column then begin typing the last name of the person you want to view.
The rows will be filtered you type and a match or matches are found.
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a4}, Filter((UPPER(USE:LASTNAME) = 'DOE)

Lid

Full Marne

Lazt Name

Firzt Marne

Department

Location

Building

74 |John Doe Dioe John Accounting Headquarters Admin Bldg
75 John Do Accounting : Adrin Bldg
21 |Jane Dos Droe Jahe
<« 3
Wigw Wigw b icw 8} View
5 Compuiters ‘ Requests ‘ ‘ Software ‘ sy Peripherals
lErint l lE:-:let l l Luery ] Feset lﬁ Inzert H Lhange ”@ Delete l [\/ Llose H ? Help ]

In addition to the buttons for the related "child" records a button is provided to let you quickly export
user information, a Query (and if a query is active) and Reset button for using the Query Wizard, as
well as the buttons for Creating (inserting), Changing or Deleting user records. A Close and Help

button is also on this screen.

Don't forget the options available when you Right Click a cell on this screen.
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Add Filter of (Last Mame=Doe)
Add Filter of (Last Mame~=Doeg)

Add Filter of (Last Mame<Doeg)
Add Filter of (Last Mame= Dog)
Add = to Filter

User Filter

Void Filter
Graph on Location

Print All
Print Page

Export to ASCI (XPort.C5V)
Export to HTML (XPort. HTM)

Query

oL

Update Users and Staff

Move Left
Move Right

Header offset
Data offset
Width
Header Text

Data Just left
Data Just Center
Data Just Right

Data Just Decimal

Hdr Just |eft

Hdr Just Center
Hdr Just Right
Hdr Just Decimal

Resize
Border
Underline

Fixed

Colors

ListBox

40

This screen is used to add or change user or staff information. There are two tabs. A UID is created
automatically each time a user record is created. So, begin by entering the Full Name (first name last
name, or last name first name) then enter the Last Name (some call this a Sur name) and then first
name. The next few fields are important if you are using the web interface. If you use the web
interface your customers can create their own account. Anyway, the Web Login name is the
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username that is used for logging in to the web pages. The web password is next, followed by the
role. The default user role is "end user". Drop down list boxes are available for quickly entering the
user or staff person’'s Department, Location, Building and Room. These values all come
from_lookup tables. You can populate these values "on the fly" but we recommend filling in the

lookup tables first.

In addition to using this screen to Add and Change user information, the buttons at the bottom of the
screen let you quickly access (or add) data for related tables (Requests, Computers, Software and

Peripherals).

Ih Record Will Be Changed (lohn DoeJr.)

= EEd

1] General |Maore Info and Mates
Lid: 7h
Full Marne: Phone:
Last Mame: Doe Cell Phore:
First Mame: John Other Phone:
WWeb Login: Jokn Doe
WWeb Passward: "ee
Role: End Usger |z|
Departrent: Accaunting [+
Location: Mew ork, IZ‘
Building: Adrmin Bldg [
Raarm: Conference Foom 1 |E|
Wigw Wi = Yiew @) View
‘ Requests ‘ E Enmputersl ‘ Software ‘ wr Peripherals [\!‘"‘ Ok l |x Cancel |

The next Tab is important for entering the email address and optionally mail address, city, state and
zip (Postal) code and any notes you want to add.
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M are Info and Motes
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Email Address:
Mail Address:
City:

State:

i

Mobes:

2.3 Support Requests
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231

Browse Requests

This screen is one you will likely use most often. Using the browse screen you can quickly sort, search
and filter support requests. In addition to the rows and columns two text boxes at the bottom of the
screen let you preview the selected requests Details and Action Taken fields.

£ Filter:((REG:REQUESTOR = 'John Jones'))

EE=]

RID Date Requested  Time

1

Submitted By  Department

2 012 3:42 P Admin Accounting

Requestor Request Type Request Category
John Jones Hardware |ristallation

Search Text:

[ Search ][ Reset ]

Detailz Action Taken or Planned
This iz a zample suppart request. »  Sample action taken or -
Thiz iz only a zample. _ planned. Taken, L

HequestHistory ” Luem ]

Reset [ Export

] [|__D| Inzert l [ Lhange J ’@ Delete l Eglose l [? Help ]

Unlike the lookup table browse screens, the screens used to browse the main files have more options.
For example, right click on a cell (intersection of a column and row in a browse screen) and a menu
like the one below will pop up. Many of the options are the same as you can access by clicking a
button (Insert, Change, Delete for example) however, other options like filtering on the contents of a

cell are included.

D Insert

Change

@ Delete
Print

Adjust All Widths
Filter

Add Filter of (Request Type="Software]
Add Filter of (Request Type~=S5oftware]

Xplore
Properties
Hide Column
Default
Output

Add Filter of (Request Type<Software]
Add Filter of (Request Type> Software)
Add = to Filter

User Filter

Void Filter

(NOTE:
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Filtering on date and time items will not work.)

The menu option for Output is shown below. Most frequently you will use Export to CSV to quickly
create a spreadsheet file with the data in the browse screen.

Graph on Request Type

Print All
Print Page

Export to ASCI (XPort.C5V)
Export to HTML (XPort. HTM)

Query

Sometimes a quick Graph (Bar Chart) can be helpful. Choose this option and Output to send the
graph to the clipboard for pasting in a document.

40 Categories o f Field: Request Category
Filter

uuuuu

2.3.2 Update Requests

The first 2 fields on the Requests update screen are read only. The RID field is a numeric field
increased with each request added. The UID is a unique number field associated with each user -
when you select the Requester's name from the drop down list the related UID will be populated, as
well as the Department, Location and Building. The Date Requested will be filled in as you add new
records with the current system date and the Request Time will be filled with the current system time.
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The Status field will be set to a default value of New and Priority will be set to Normal. The program
was defined to make it quick and easy to record new requests and update existing requests. Drop
down list boxes are provided for quickly choosing the Request Type and Request Category. A large
box is provided for entering the Details of the request. If more information needs to be entered than
will fit in the box a vertical scroll bar will be activated so you can keep typing.

A drop down list box is provided to select the person Assigned To the request (this is used on the next
tab). Another large box is provided for entering the Action Taken or planned. An optional Due Date
can be entered or selected using the drop down date picker.

Before going to the second tab notice the button for Request History. Some organizations may find it
helpful to track follow up or other actions related to a request. Clicking the Request History button will
let you view any history that has been recorded or add new request history items.

%3 Record Will Be Changed (o= |[=
1] Request 2] Bequest [cont. 2]

RID: 1 D 3
Date Requested: 120282002 Time Requested: 42 P
Subrmitted By Adrnin Statuz: e |E|
Fiequestar; Jokr Jones lw|  Priority Marmal (]
Department; Accounting
Locatior: Headquarters Building: Adrmin Bldg
Request Tepe: Hardware E Categary: |nztallation |E|
Dretails: This i zample support request. Thiz iz only a zample. -
bzsigned To: |z| Date Due: 1/04/2013 E]

Action Taken:

[E] view RequestHistary ‘v" ok ‘ ‘x Cancel ‘
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| 5| Browse the Request History file

123

kare infarmatian

1z 22 Joe Test

o @ |[eES
R equest Higtony
History ID Request |d Ilpdate Type Update Date Updated By

46

P
B Ihzert LChange Delete
E Cloze ? Help
[E] Record Will Be Changed = =]
Higtary
Histery ID: |23 |
Request |d: 123
Ipdate Type: b are infarmation |E|
Update Date:  12/26/2012  [a)
|Ipdated By Joe Test
Update Details: Thiz iz an update hiztary item -
Motes: Sample Mate for History -
[\i""' ak. ] [K LCancel ]
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ﬁeque 2] Reguest [cont. 2]
Completed By: &dmin Account
Completel
Cate Completed: 1242842012 .
Time Completed: 354 P
Fequest Cost: 24.00
Ticket: 1234
Mates: Thiz iz for recording any notes about the request in addition to the action -

taken ar planned. Request cost and Ticket are optional figldz.

The second tab is used when you have finished resolving a support request. The drop down list will
let you select the person completing the request. TIP: If you have already assigned someone to the
request when you click the Clock Icon labeled Complete! that value will be used to instantly fill in the
Completed By value, the current date will fill in the Date Completed and the current time will be used
to fill in the Time Completed. So clicking one button can fill in three values quickly. You can also
enter a Request Cost, a Ticket Number and any Notes about the request.
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2.3.3 Browse Request History
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P

@ Browse the Request History file

R equest Higtony

=l @ =

History 1D Request |d

123

Ipdate Type

kare infarmatian

Update Date Updated By
12 22 Joe Test

F

[ D Irngert

| | Change | (% Delste |

EEIDSE ] ['? Help ]

This screen is used to view related request history items for a selected support request.

2.3.4 Update Request History

[2] Record Will Be Changed

Higtary

History |D: [23

Request |d:

Ipdate Type: b are infarmation
Update Date: ~ 12/26/2012
|Ipdated By :..h:ue Test

Update Details: Thiz iz an update hiztary item -

Motes: Sample Mate for History -

v K

J [K LCancel ]

This screen is used to add or update request history records. The History ID field is automatically
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2.4

241

created as you add new records. The Request ID refers to the related (parent) Support Request
record. You can select the type of Update (more information, escalation, follow up, etc.). You can
use the drop down calendar to enter the date of the request history update. Optionally enter the name
of the person entering the request history item. The last two large boxes are for recording the details
of the item and any additional notes.

Computer Inventory

AccessAble Help Desk allows you to record, update, search and report on computers.

Browse Computers

This screen displays Computer inventory records in rows and columns like a spreadsheet. In addition
to the button for the related "child" software records a button is provided to let you quickly export
computer information, a Query (and if a query is active) and Reset button for using the Query Wizard,
as well as the buttons for Creating (inserting), Changing or Deleting computer records. A Close and
Help button is also on this screen.

B Filter:((COM:ASSIGNED = 'John Jones')) [= & [ &=]

o Location Building Status

JohnJones Headquarters nkirie Admin Bldg

4 |l I

[Exporl ] [View Software ][ Luery ] Beset [D Inzert l LChange ] [@ Delete l i:] Lloze ? Help

There are a number of options available when you right click in a cell or on a column.
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D Insert

Y Change

EI Delete
Adjust All Widths Add Filter of (Department=Accounting]
Filter Add Filter of (Department~=Accounting)

CTUET LETEIE Add Filter of (Departrnent<Accounting)

Xplore g Add Filter of (Departrent= Accounting)
Properties Add = to Filter

Hide Celumn

Default User Filter

Output 3 Void Filter

Graph on Location

Print All
Print Page

Export to ASCI (XPort.C5V)
Export to HTML (XPort. HTM)

Query

m
1
m

2.4.2 Update Computers

This screen is used to Add or Change records about computers in the inventory. There are four
notebook style tabs on this screen. Let's start with the A unique ID (Auto PC ID) is automatically
created when you add a new computer record. When you select the person assigned from the drop
down list, the UID, Location, Department, Building and Room number fields are all automatically
looked up from the related User record. Next select the Computer status from the drop down list box.
This is populated from the Equipment Status lookup table.

Drop down date pickers let you quickly enter an optional date for the last and next inventory of the
computer.
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;! Record Will Be Changed [43215M)

1] Computer (2] Computer [cont. ] I/S] Computer [cant. 2] Fi] Computer [cont, 3]

(o] & |[=]

Auto P |D:
UID:
Agzigned:

Location:
Department;
Building:
Roorm:
Status:

Last lnventary:

Mest [mventon:

M
3

ohin Jones| | =]

: Headquarters

. Accounting
2dmin Bldg

..-’-'-.Cn:u:uunting Cubicles

Active |E|
12/04/2012

12/04/2013 (3]

@ Wiew Software ‘

v OK

lx LCancel l

The next tab starts with an Asset ID and Serial Number fields - these should be unique. Drop down
list boxes are provided to quickly enter the Manufacturer, Model and Operating Systems. You can
then enter the OS version, CPU Type and CPU Speed and the amount of RAM and size of the hard

disk

The third tab will let you enter information about the CD Rom (internal, external, etc.), select or enter
the Bios Date, choose the Vendor from the drop down list and enter the cost of the computer. You
can also record the date of the purchase, Purchase Order and Invoice Number and Warranty
Information, including the warranty expiration date.
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M Record Will Be Changed (43215N)

ﬁ] Computer r2] Computer [cont®” 3] Computer [cont. 2] Fi] Computer [cont. 3] l

E=N[EOR =

Cd Rom: Internal

Bios Date: “g9/14/2011
YWendor: ACME Manufacturing
Cost: 300.00

Purchase Date: 12412/2012 (&
Purchasze Order: PO1234

Irvaice Number: M1 345

IInder " arranty: Y

\Waranty |d: 123424

E wpiration Date: 1412014 (&]
@ Wiew Software ‘ [\f' ok

[}( Cancel ]

52

The final tab allows you to enter information about the network card, MAC and IP address as well as
Hub and Port. You can also enter a phone number and web site for support related to the Computer
and any additional Notes you may want to record.

B Record Will Be Changed (43215N) ol = | =]
ﬁ] Computer r2] Computer [cont. ) I/S] Computer [u:nnt./“] Camputer [cont. 3 l

Metwork, Card: Internal Eth 01 Intel

bac Address: aabbeedd01

Tcp lp Address: 111.222.333.4444

Hut: 1E

Part: 20

Suppart Phohe: '

Support 'eb Site;

Motes: Wariable length field for any notes about the computer | -

Wiews Soft
@ iew Software ‘ Ok [x Cancel I
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2.5

251

Software Inventory

AccessAble Help Desk 2012 let's you record information about computers and peripherals as well as
software inventory.

Browse Software

This screen is used to view software in your organization. Unlike the lookup table browse screens,
the screens used to browse the main files have more options. A button is provided to let you quickly
export software information, a Query (and if a query is active) and Reset button for using the Query
Wizard, as well as the buttons for Creating (inserting), Changing or Deleting software records. A
Close and Help button is also on this screen.

Filter:((UPPER{SOF:APPLICATIONMNAME) = 'ACCESSABLE HELP DESK')) (== =]

Purchase Type

1D Installed on PC Application Mame Wergion  Manufacturer Wendor Aszsigned

le Help Die 12 [ienniz Ba s Denniz Baggott and Sons John Jones 433,00

| 3

[Export ] [ Huery ] Reset [D Inzert ] [ LChange J [@ Delete ] mglose ':? Help

For example, right click on a cell (intersection of a column and row in a browse screen) and a menu
like the one below will pop up. Many of the options are the same as you can access by clicking a
button (Insert, Change, Delete for example) however, other options like filtering on the contents of a
cell are included.
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Move Left
Move Right

Header offset
Data offset
Width
Header Text

v Data Just left
Data Just Center
Data Just Right

Data Just Decimal

v Hdr Just left
Hdr Just Center
Hdr Just Right
Add Filter of (Last Mame=Doe) Hdr Just Decimal

Add Filter of (Last Mame~=Doeg)

v Resize
Add Filter of (Last Mame<Doeg) Border
Add Filter of (Last Mame= Dog) Underline
Add = to Filter Fixed
User Filter Colors
Void Filter ListBox

Graph on Location

Print All
Print Page

Export to ASCI (XPort.C5V)
Export to HTML (XPort. HTM)

Query

oL

2.5.2 Update Software

The screen used to add and change software records consists of 3 notebook style tabs. The Auto SW
ID field is automatically incremented with each software record you add. Click the button next to the
Inst on PC to select the Computer the software is installed on and the UID and Assigned To fields will
be entered for you. Next choose the name of the application from the drop down list (or begin typing
to add a new Application name to the lookup table). You can then enter the version number. Select
the Manufacturer and Vendor names from the drop down list boxes. You may then enter the
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Purchase Type (lease, cash, etc) and type the date purchased or click the down arrow to use the date

picker pop up.

Record Will Be Changed (1)

1] Software |2) Software [cont. | rS] Software [cont. 2] l

E=N ol 5|

Ao Sw D

1D

Agzighed:
Application Manme:
Werzion:

M anufacturer:

Wendor:
FPurchase Type:

Purchaze Date:

1 Inst On PC: 1
3
:-.h:nhn Jones

Acceszdble Help Desk,

2mz

Denniz Baggott & Sons
Denniz Baggott and Sonz |E|
Check

140442013 E]

[=]

[~]

v oK

] I)( Cancel ]

The second tab allows

you places to enter the cost of the software, the license type, as well as a

Serial Number and CD Key. You may also enter a Purchase Order and Invoice number as well as

Contract information.

| C1 Record Will B Changed (1) IEREEEES
; w 2) Software [cont.] [3) Software [cont. 2]

Cost: 439.00

Licenze Type: Site Licensze

Serial Mumber: 1111111111111

CdFKew 1bed-1234-defg-1234-5678

Purchase Order: M,

iwoice Mumber: M

Contract: M

Contract |d: IF

Ewpiration Date: E]

[\i'"' Ok J [){ LCancel ]

The third tab lets you enter any additional notes in free format.
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Record Will Be Changed (1) =R

[1] S oftware I/E] S oftware [u:u:ur}[,)/3] Software [cant. 2] l

Mates: [T hiz iz a zample note about a sample item in vour
software inventary

[v‘" ak, ] I}( Cancel I

2.6  Peripherals

In addition to allowing for the inventory of computers, AccessAble Help Desk provides for recording,
updating and reporting on peripherals.

2.6.1 Browse Peripherals

This screen is used to view information about Peripherals in your inventory. A button is provided to
let you quickly export peripheral information, a Query (and if a query is active) and Reset button for
using the Query Wizard, as well as the buttons for Creating (inserting), Changing or Deleting
peripheral records. A Close and Help button is also on this screen.
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21 Browse the Peripherals file

Serial Mumber

4 |:|

Aszsigned

John Jones

Manufacturer  Model

Irvvnice Humber

1MW 1234

{7

.

FReset

[ D Inzert

] LChange i [@ Dielete ] Eglosa ? Help

There are a number of options available when you right click in a cell or on a column.

Many of the

options are the same as you can access by clicking a button (Insert, Change, Delete for example)
however, other options like filtering on the contents of a cell are included.

O
[

Insert
Change
Delete

Adjust All Widths
Filter

Sort on Department
Xplore

Properties

Hide Column
Default

Dutput

Add Filter of (Departrnent=Accounting)
Add Filter of (Department-~=Accounting)

Add Filter of (Departrnent<Accounting)

bk
Add Filter of (Departrent= Accounting)
Add = to Filter
User Filter

r Void Filtter
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Graph on Location

Print All
Print Page

Export to ASCI (XPort.C5V)
Export to HTML (XPort. HTM)

Query

oL

2.6.2 Update Peripherals

This screen is used to add or edit Peripheral Details. Like many update screens, drop down list boxes
that get data from lookup tables are used to speed data entry and insure consistent data entry. Ale
when a value for the Assigned user is selected from that drop down list other values are automatically
looked up and filled in from the related table

£ Record Will Be Changed == =]
1] Peripherals |2) Peripheralz [cont. ] ]/3] Peripherals [cont. 2] l
Auka Per 1d: 1
Peripheral Type: Printer |E|
Agzet |0 e |
Serial Mumber:
UID: 3
Agzigned: John Jones |E|
L epartment; Accounting
Manufacturer: HF IE'
Model: Dieskjet 70CSE [~
Yendar: CDM |E|

[v" ak. ] |)( Caticel |

There are three notebook style tabs for this screen. Date fields can be easily completed by clicking
the button with an arrow to use a calendar date picker.
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-

£} Record Will Be Changed EEEE

1] Peripheral” 2] Penpherals [cant ] |f3] Peripherals [cont. 2]

Purchase Type:

Cost:
Date Acquired: 12/02/2009
Purchaze Order: FO 1234

[reenice Murnber: MY 1234

Statuz; . In Use =

Lazt Inventon:
Mext [nventor:
[Inder W arranty:
wharranty [D:

[\i"" Ok ] [){ Canicel ]

A variable length Notes field is provided for free form entry of data about the item.

-

2L Record Will Be Changed (=] = [[==

ﬁ] Peripherals r2] Peripherals [cont” 3] Penpherals [cont. 2]

E xpiration O abe: | (%]
Support Phone:
Support “Web Site;

I okes: =

[v‘" ok ] [)( Cancel ]

2.7 Knowledge Base

AccessAble Help Desk let's you create, maintain, search and report on a knowledge base you
accumulate as you update support requests.
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2.7.1

2.7.2

Browse Knowledge Base

This screen shows the Knowledge Base items in a list style view. An Export button is provided to let
you quickly output the data as filtered and sorted. A Query button will let you use the_Query Wizard
to search your data and buttons are provided to let you Insert (Add), Change or Delete records. A
Close button will let you close the screen and a Help button provides context sensitive.

[F=5 B8 =%

B Filter:((UPPER(KNO:SUBTOPIC) = ‘MISCELLANEOUS'))

Sub Topic

General Information iz

Sample Title i ample Fnowledoe Baze ltem

Reset [B Inzert ] Lhange ] I@ Delete ] i:i Lloze ? Help

Update Knowledge Base

This screen is used to update Knowledge Base Items. A KB ID will be added automatically for each
new record. Select the Topic from the drop down list (populated from the_Topics Lookup Table), then
choose a Sub Topic from the next drop down list (populated from the Sub Topics Lookup Table) or
type a new value in the drop down list to add an item on the fly. Next, enter a Title for the Item.
Finally, enter the knowledge base item and click OK to save the record.
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fd Record Will Be Changed

ieneral [nfarmation

Mizcellaneous

5 ample Title

THiz iz a zample Knowledge Basze ltem

|V K

J [K LCancel |

Lookup Tables

A number of lookup tables are provided. This is to speed data entry and to insure consistency of data
values used in the main data files.

61
Kb ID:
Topic:
Sub Topic:
Title:
[tem:
3.1

Browse Applications

This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected
item from the list of values.

Click the close button when finished with this screen or the Help button to view information about the

screen..
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—
? Browse the Applications Lookup file = | = e

Application Mames

Application Mame
Arocezsdhble Help Desk
Adobe Acrobat

Been There, Done That
ticrozoft Office

|__-,! |_|.|'l'|.|:] HE-| ] DEe:E:l::_

<« [ :
[l Inset | | Change | |3 Delete |

E LCloze 'Q) Help

3.2 Update Applications

This screen is used to Add a new value or change an Existing value. Just enter the data as

appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.

"3 Record Will Be Changed =)o =

| Application M ame: Adobe Acrobat

[v'" ok ] [x Cancel ]

3.3 Browse Buildings

This screen provides a list of the values in the lookup table. Click the Insert button to Add a new

item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.

Click the close button when finished with this screen or the Help button to view information about the
screen.
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3.4

3.5

i Browse Buildings =mm e > |

Building

Guard Shack
M

Praduction Plant 1
GC Buiding

Shop Floor

W arehouze |

™| b
[ dnset | | Change | 54 Delete |

|E Cloze '? Help i

= L %" B - B pr i o P |

Update Buildings

This screen is used to Add a new value or change an Existing value. Just enter the data as
appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.

 Record Will Be Changed | — | = [

|lpdate Building

Building: A dmin Bldg

[v"' Ok ] [){ Cancel I

Browse Departments

This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.

Click the close button when finished with this screen or the Help button to view information about the
screen.
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3.6

3.7

% Browse Departrents EcH .

Departrment MNarme

Accaunting
Accounts Payable
IT

t aintenance

b anufacturini

M A
Salez
WWharehouze

Al ;

[D;sert ] [ Chahge ] [@ Delete ]
@Elnse ] [ ":? Help ]

Update Departments
This screen is used to Add a new value or change an Existing value. Just enter the data as

appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.

¥ Record Will Be Changed | = | & |23

Departrment

| Department Marme:  [EEGREEE RS

[v"" ok ] [}( Lancel

Browse Equipment Status

This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.

Click the close button when finished with this screen or the Help button to view information about the
screen.
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3.8

3.9

-

"? Browse Equipment Status EI' =] @

Status

Being Repaired
InUze

1| k

[ nsett | [ Change | | Delete |
I:I Cloze ‘? Help |

Update Equipment Status
This screen is used to Add a new value or change an Existing value. Just enter the data as

appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.

[ Record Will Be Changed | — || = /[l |

Equiprnent Status

Statusz:

W oKk | [ Cancel |

Browse Locations

This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.

Click the close button when finished with this screen or the Help button to view information about the
screen.
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G Browse Locations ===~
Location

Location

Mew iork,
Southeast

™ b
[ Inset | |5 Change | |[¥ Delete

EDDSE ] ['? Help ]

3.10 Update Locations
This screen is used to Add a new value or change an Existing value. Just enter the data as

appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.

?Recmd W’aﬂﬁeﬂhaﬁli“@ ‘“ﬂj

1] General

| Location: Headguarters

[v" ag ] [}( Cancel ]

|

3.11 Browse Manufacturers
This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.

Click the close button when finished with this screen or the Help button to view information about the
screen.
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? Browse Manufacturers El [=]
M anufacturers |
M arufacturer Mame Phone Ernail Wieb Site Fax
ACKME Manufactuning hittp: A A, aCme. com
Denniz Baggott & Sons dbandzons{@aol.com | http: /vy dbandzong.o
HF support@hp, cam hittp: A e hp. com
IEM supportieibm, com hittp: A Aananaibre, om
« [ b
[B Inzert ] [ Change ] [@ Delete ]
E Cloze ? Help
3.12 Update Manufacturers

This screen is used to Add a new value or change an Existing value. Just enter the data as
appropriated and click the OK button to save the record, or click the Cancel button to close the screen

without changing the record.

% Record Will Be Changed

-

(=] & =

m] bd anufacturer [cont. |
M anufacturer Mame:
Wieb Site: . http:/ Awww. dbandsons. com
Phone: .
Email dbandsons@aal.com
Fax: '
Address: : P.0. Box 993
City: Riincon
St G
i 1326
Contact: Dad

v OK

] [}( Cancel ]

A variable length Notes field is provided for free form entry of data about the item.
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% Record Will Be Changed = @ =
2] b anufacturer [cont. |
Motes:  This iz a sample note about a zample Manufacturet A

[v"' k. ] [}( Cancel ]

3.13 Browse Models

This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.

Click the close button when finished with this screen or the Help button to view information about the
screen.

? BIONEE the TACOEE LmkupﬁE = |E|ﬂ

Models

Lazernet &
Optirmum Prime
Sample kodel
T23

A [l F

[ Insett | [E) Change | |4 Delete |
I] Cloze | /' Help
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3.14 Update Models
This screen is used to Add a new value or change an Existing value. Just enter the data as
appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.
% Record Will Be Chan... | = | & [s£3=
b odel
| SELTRN ol Model
[v"’ ak. ] [}( Lancel ]
1 L
3.15 Browse Operating Systems
This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.
Click the close button when finished with this screen or the Help button to view information about the
screen.
& Browse Operating Systems =N X |
Operating Systems
Operating System
Vista Buzsiness
Vista Home
izta Ultimate
Windows 2000 Pro Ed
Windows ¥
Windows 8
Windows Server 2003
Windows =P Pro Edition
™| P
[D Inzert ] [ LChange J |@ Delete ]
[EEIDSE ] [ 'Q) Help ]
3.16 Update Operating Systems

This screen is used to Add a new value or change an Existing value. Just enter the data as
appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.
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Dperating System

Operating System:

WWindowes B

] [}{ LCancel ]
O

3.17 Browse Peripheral Types

This screen provides a list of the values in the lookup table. Click the Insert button to Add a new
item, the Change button to edit the selected item, or the Delete button to remove the selected item
from the list of values.

r‘? Browse Peripheral Types El [=] @

Peripheral Tupe
Twpe Peripheral

Printer
Scanner

-

[ b
[ nsett | |5 Change | [ Delete |

i] LCloze ":? Help

Click the close button when finished with this screen or the Help button to view information about the
screen.

3.18 Update Peripheral Types
This screen is used to Add a new value or change an Existing value. Just enter the data as

appropriated and click the OK button to save the record, or click the Cancel button to close the screen
without changing the record.
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4.1

-

(@ RecordWill Be Changed | = | =

Peripheral Tupe

| Type Peripheral: Diigital Camera

[v" ak. ] [}( LCancel ]

Reports

The desktop application for AccessAble Help Desk 2012 includes Report Wizards for generating
reusable list style reports that can be filtered using the Query Wizard. A number of reports created
with Crystal Reports (SAP Business Objects) are provided. You can edit these or create your own
reports if you use Crystal Reports. A standalone Report Designer is provided to licensed users of
AccessAble Help Desk 2012 via a separate download and setup routine.

Report Wizard Report

When you choose one of the report wizards you will first see a list like the one below where you can
choose an existing report to modify, copy, print or to create a new report.

T Cuson e
1A

Fieport Description Mew...

Sample Uszer Lizt Beport

Copy....
Modify. ..

Bename...

Delete

Select
Cloze

Less <<

1

Columns Printed
@ Department, Full Mame, Building, Cell Phone, Email Address®

Sart Order
Department, Laszt Mame, First Mame

The first step is to choose the fields to be printed on the report.
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Define the Report Column Layout
Select from the “Awvailable” fields those fields you wigh to print in the repart. The

fields will be printed from left to rght in wour report,

Axailable fields:

Shiow theze fields in thiz order:

E [ Add> ) MEESEER
First Mame Full ae I
Last Name Buildir
b ail Addresz Cell F"hg.l:.ne
Etcl?m @ Ermail Addresz
ate
Uid Add Bow -
Ww'eb Login
© 3 Column Layout WEb Password
£ip
Sort Order
Grouping Options
Repart Options
Maotes |:| Total
é. ara
|—| E] [ &verage
| ¢ Back | [ M et > ] [ k. ] [ Cancel

| just click on a field on the left ad click the Add button. If | have too many fields to print on a single
row, even in landscape mode, | can click the Add Row button and add fields to another row. In this
example one row is enough.

You could also specify a column width. In the example above | made the width for the email address
field 30 characters long. You can change font for a column heading as well as the column data. You
can apply Bold to the Column Heading, Data and the Total/Average.
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1 - ——— —
! Report Wizard Advanced Column Layou - X
= ol

| Fow  Columr Original Colurmn Heading

Feplacement Heading

* Width Tatal Awverage

1 2 | Full Mame
1 3 | Building
1 4 | Cell Phone
1 5 |Email Addresz 1] a0
| Modiy | | ok || Cancel

You can next set sort orders.

| Sort Wiew by

Department

Then by

NOTE: You do not have to include a field on the report in order to sort
on it and in fact, for a summary report you will want to not include the summary field

oo S

| Lazt Mame

Then by:

| First Marme

Then by

| [Fione]

B || [E] | | [E]

@ Azcending
(71 Descending

@ Azcending
(71 Descending

@ Azcending
(71 Descending

@ Azcending
Descending

Ignore Distinction Between pper and Lower Caze

Ok

Cancel

Clear Al

You have some final options such as specifying page orientation and whether or not to include grand

totals. The next screen shows my completed report.
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Sample User List Report

Ceparhment Full farme Evudidirg Condll Phwome Erwmil Address
Accounting John Dos Adrin Eldg
Accounting John Do Jr. Adrin Eldg
Accounting [P Adrin Eldg

Accourting Sarn Flusar Adrmir Eidg
Accounting Jane Smith Adrin Ekdg

T Adein Account Admin Eidg 2924321 dbardsons{Gani.com
T Dennis Saggott  Admin Eidg dbandsons{Sanl.com
T Stall Memiber Adrin Eidg

Misirtanance Chisck Fomss Shop Flioor

Marufschring  Jack Hsmwmar  Production Plant

1

Soprrighl 212 e Bagell wrd S g

4.2  Crystal Reports

In addition to the "standard” reports, and the report wizards, | have included a variety of reports
designed in Crystal Reports and the runtime files are provided as part of the installation

for those who do not own the full version. If you do already use Crystal Reports you will be able to
modify the provided reports or if you have created your own reports using the aahd201232bit ODBC
you

will be able to open them from with the program.

When previewing a report you will be able to use buttons at the top of the Report Preview window to
navigate through the pages of a multi page report, click the Printer button to print the report or the
print

setup button to select your printer or modify settings, such as Landscape vs. Portrait style. You can
change the Zoom by clicking the drop down list of zoom factors. You may also enter a word or

© 2012 ... Dennis Baggott and Sons



75

AccessAble Help Desk 2012

phrase

and click the binoculars button to search for text in a report. Clicking the envelope button will allow
you to export the report to a variety of formats and either create a file or launch the created file with
the application registered on your PC to handle that file type.

G W w

|jx|4<

Preview |

Tof 1

PN e @& F &= v [ [ Taa 00

Requests By Status

Incomplete

m
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I TR T =

“xuq W1 b M e[ B&F &N [ A Tas 0w | E= \
F‘remewl

Requests By Status

Active Complete Incomplete New

[

“xliq W1 b M e[ B& &R [ A Tas 0w | = ‘

Requests By Status

Incomplete Complete
2 37
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A T TR =

|] X M 4
Preview

*- Incomplete

rH s |&& 7 &R o | [ |4

Total 42 100%

Request by Status

| = \

1203112012
Status D Reouest Date . Reguestor Details
é,éafﬁﬁé‘émw,_mwm,ﬁ B R T e R P TR T T T A TE

some software
purchased and
installed. | am
making this field
longer for testing
purposes.

Thin e it a

software. Thisis
atest, needing to
make a longer
entry for testing.
This is to see

how wide or

narrow the

maliran il b

P e |E8&F &R0 L[ s

Total: 14 100%

Operating Systems

Business

Vista
Uttimate 2000 Pro Ed

Vista Vista Home

W Vista Home
M Windows 8

W Vista Business
Windows 2000 Pro Ed [l Windows 7
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4.3  Report Designer

The Standalone Report Designer will be provided to those that buy a site license for AccessAble Help
Desk 2012. The Report Designer is much more powerful than the Report Wizard. The ARD does
include a wizard to let you quickly create reports - both tabular (list style) and columnar. You can
include Parameters to filter data when you run the reports. Include Bar Codes for items like Serial
Numbers. Use the calculated fields in the MSSQL Database for Day, Hours and Minutes to
Complete. The Report Designer requires the .NET 4.0 framework on the computer where you install
the program. See the sample screen shots below.

Launch the Report Designer by clicking on the Shortcut on your desktop or the start menu. Choose
Add New Report using the Report Wizard then choose Standard Report.

=

Report Wizard

R Welcome to the Report Wizard

This wizard helps you automatically create a report according
to the selected wizard options.

Choose a report type and dick Mext.

Report Type

(@) Standard Report

() Label Report

Cancel i Mext s

Give the Dataset a name, any nhame will do.
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Report Wizard
Create a new dataset -
The dataset contains the tables and columns you need for your report,
et
In order to create a new dataset. first give it a name:
MewDataset|
Cancel « Back Mext = Finizh

You will next be prompted to create a data source and you have a variety of options. Let's use SQL

Server as the provider, then set up the connection properties.

e ——

=f | Data Link Properties

Provider |Connac:t.inn I Advanced | Al |

Select the data you want to connect to:

OLE DB Provider(s)

Microsoft QLE DB Provider for Indexing Service
Microscft OLE DB Provider for ODBC Drivers
Microscft OLE DE Provider for Search

Microscft OLE DB Provider for SQL Server
Microsoft QLE DE Simple Provider

M5Data Shape

OLE DE Provider for Microsoft Directony Services

SGL Server Native Client 10.0
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LJ | LAaTa LINK Fropertes | —

Provider | Connection Advann:edlﬁdl |

1. Select or enter a server name:

Dennis-HP\SQLEXPRESS -

2. Enter information to log on to the senver:
(71 Use Windows NT Integrated security:

@ Use a specific user name and password:
User name: AccessAble
Password: sesssese
[ Blank password [¥]:Allow saving password:
3. @ Select the database: sampleaahd2012 -

(71 Mtach a database file as a database name:

Change Password ] [ Test Connection

0K || Cancel || Heb

You can enter your database server name or IP address. If not using the windows credentials, enter
the User Name and Password you created earlier during the setup process. You can select the
database name from the drop down list.

Next select the name of the table you want to use for the report.
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Report Wizard

Choose the table or view

The table or view you choose determines which columns will be available in your
report.

What item do you want to access?
Available item(z): Selected item:

..... Models Requests
""" OperatingSystems 7l

""" Peripherals

..... PEripheraIType
..... REEIUEStCategury Lt
RequestHistory
RequestPriority <
RequestStatuses
RequestTypes
----- Rooms

[ m

Cancel < Back

Finish

Select the field names you want to include in the report. Use arrow keys to add/remove fields from
the report. Click the Double Arrows to Add or Remove All Fields.
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Repart Wizard N 1‘
Choose columns to display in your report
Your report can display any of the columns available in the dataset. —
| I
Which columns do you want to display in your report?
Available fields: Fields to display in a report:
Elrio - [E] DateRequested
[Z] submittedEy B > [E] Requestor
Elum L 3 El RegquestType
(=] Department 1 [E] Details
(=] Location (=] status
(=] Building <
[E] RequestCategory
[&| Priority «
[Z] AssignedTo
[Z] ActionTaken
=1 miskaluis i
Cancel < Back Mext = Finish

If you do not choose column sorting and grouping you have the option (shown below) to select
Columnar or Justified report styles in addition to tabular style.
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Report Wizard

arranged on report's pages.

How would you like to lay out your report ?
The report's layout spedfies the way in which the selected data fields are

I]I]I]I]‘I]
OO

XEMEXXX

EXEN EXEN EXEX

EXXX EEXXX HEXXXX

ERXN EEEE | HEEX
EXXNEXN | XXXXX [ XXX

EXXE
HXENEXX L
KXEXX EXENXEXKX
KXMXXX EXNXXX

EEXEEEXNY XXX

Layout
() Columnar

() Tabular

(@) Justified

E Adjust the field width so all fields fit on page

Orientation
(@) Portrait
() Landscape

<Back | Next>

Finish

worwes

fields in the same group.

Do you want to add any grouping levels?
You can have several groups, each with a single field value, or spedfy several

e
o

equested |T|
[Z] RequestType — |Hequestur
(=] Details | +3 | DateRequested.
(] status - RequestType. Details. Status
<
fa
Priority
W
Cancel | | <Back Next> | | Finish
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Report Wizard __'_1 -

How would you like to lay out your report?
The report's layout spedfies the way in which the selected data fields are
arranged on report's pages.

L
Tials

Layout Orientation
() Stepped
AXAX _
KEHK () Dutline 1
AEXN XXXX NXXX
L B R I\:I Duﬂlnez
(@) Align Left 1
() Align Left 2

E Adjust the field width so all fields fit on page

Cancel < Back Mext = Finish

Report Wizard w

What title do you want for your
report?

Sample Report for Manual

That's all the information the wizard needs to create your
report.

Cancel < Back Mext = Finish

Below is our simple tabular report design.

84
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'5'5, nd1 [one band per repori]
Sample Report for Manual
+ = groupHeaderBand1
Requestor [Requestor
Date Requested Request Type Details Status
r [E Deta I
[DateRequested] [ [RequestType] [ [Details] |[Status] €]
r E:5;5F:::e'é3’:‘::’5:';'::5':';:5' ]

Monday, January 21,2013 Pagelofl

'dataset E‘ER&questsTableAdapﬁa’

erl [0 Preview @0 HTMLView 1] Scripts  Detail { Height:23 }

Below is our report in Preview mode. When in preview mode you have options to export or print the
report.

| Requestor Chuck
Foast

Date Requested

Request Type Details Status

12/19/2012 1:21:44 PM Application Development Sample Fequest New
4/4/2012 12:00:00 AM Application Development Testing - added time Complete
portiontorequest date
display formy requests.
Requestor Dennis
Baggott
Date Requested Request Type Details Status

4/18/2012 12:00:00 AM

nEaoalyh

Application Development

5, 100% v &

Just about finished with
the new web interface.
Still need to change a
page ortwo andmaybe
some more work on
reports and charts. but
almost done

M @A

Caomplete

L
L -

— gl

Notice the options on the tool bar when in preview mode. For example, click the Arrow next to the
envelope button and choose to send the report via email in a variety of file formats.

Back in Design View, Clicking on the triangle (circled in image below) will pop up a menu to let you
perform a variety of functions. In this example, | am editing the Filter String. This is in order to
modify the report to show only record matching conditions that | will specify.
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Report Tasks

Design in Report Wizard...
Edit and Reorder Bands...

Data Source dsl -
Data Member Requests -
Data Adapter ReguestsTableAdapter -

Filter String

v" Print when Data Source is Empty™
FilterString Editor

Detail Print Count when Data Source

Detail Print Count Visual | Text

Measure Units

Formatting Rules

FilterString Editor

Visual | Text

And
[Date Requested] Equals

K Cancel

The simplest filter condition is show below where | specify | only want to report on requests from the
current month

- [Date Requested] Is earlier this month

In the next screen shot | am going to use a report Parameter to filter the data to be reported. Notice
the ?Parameter icon on the right side of the design surface. This is where | add a new parameter.
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- newdataset
- 10 i [ Reguests
B Parameters
ﬁ I.._-I .
Add New Parameter E
Mame: ReguestorFilter
Description: Filter Report by Requestor|
Type: Siring -

Default Value:

m Show in the parameters panel
E Supports the collection of standard values

| Dynamic values | Static values

Data Source newdatazet -
Data Adapter ReguestsTableAdapter -
Data Member Requests -
Value Member Reguestor -
Display Member Reguestor -

Notice in the screen shot above | am using the same table | used to add fields to the Report
(Requests) as the Data Member. | use the field "Requestor” for both the Value and Display member.
This means that when | run the report | will be prompted to select a value from the Requestor field of
the Requests table to filter the report.
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Parameters r X

Filter Report by Requ... T

Submit

| Sample Report for Manual

Requestor Chudk

Foast
Date Requested Request Type
12/19/2012 1:21:44 PM Application Dew
4/4/2012 12:00:00 AM Application Dew

The next screen shots just show some of the reports you can create using the AccessAble Report
Designer. 1 plan on posting video tutorials in the future that will help in creating more complicated
reports. These videos may only be available to registered owners of AccessAble Help Desk 2012 - or
the earlier Pro Edition. The AccessAble Report Designer can be used with data from either of these
programs - and others.
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£

e

= il

 lk- - . . aka B
File Edit View Format Window Lookand Feel
DEE ¥ bR (Il IBif | U (A - - =
(2 & & 7 o SR GE M d 2 2 E e 0 E &, |-
. Report1® Report2® = - | Report Explorer =]
TlimB el O Qew &4 b Pwp = Property Grid *
A
A
24
"/_' Appearance A
Background Col [ Transparent
" Border Color [ Black
™ Border Dash Sty Solid
b Border Width 1
J RID &7 Borders MNone
- Date Requested 4/10/2012 930 AM * Font {none)
Submitted By Foreground Coli
| Requestor Admin & " Formatting Rule {Collection)
+ Padding 2,2,0,0
m
1 Department } StylePriority  (Style Priority)
= Location Headquares + Styles {Collection)
1] Building Admin By Text Alignment Top Left
|
Behavior ~
= Request Ty) Other
tH]} “t e ot Anchor Verticall None
Request Category ar Angle 2
Details Hi Dennis. Hope youare well. Just taking a breakand admiring the fin2 woskyou have done. )
aill Keep fup buddy. Auto Width No
Status Compiete Can Grow Yes
2 [ i Can Shrink No
ority Sl
N Keep Together Mo
L 5 Admi :
7] Assigned To ™ Multiline No
Action Taken Thanks Faraz. More to come saon then | will email another updsied 2 fie o you. _ Process Duplical Leave
J [
Date Due : Process Null Vah Leave
== Completed By admin + Scripts {Label Scripts)
Date Completed 471012012 955 a0 ptie =
% Word Wrap Yes
Request Cost Data N
j Days To Complete a Hours Te Complete 0 Minutes Te Complate 25 + (Data Bindings)
o v Lines
: 4
te Null Value Text
Notes ¥ Summary (DevExpress. XtraR...
Tag
Text
e et i

4

% Designer | [0 Preview| @0 HTML View 1] Scripts  Page 28 of 40
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e

AT IR N [

[TR—— " — R —
File Edit View Format Window Lookand Feel

[-]B 7 U|A-%-/==

=1l

n

|- CIREN]

]

= >

EE& HEBEEE

el | &

[

|
IR T R el N

o [ v %

Field List

Fommews B X

StartDate | 11/1/2010 [-]

Reset || Submit | e

W

e

P TEET

P TEET

+ [0 dataset1

> [ Requests
~ [Z] Parameters
StartDate

4
3¢] Designer |3 Preview| 83 HTML View | 4] Scripts  Pagelof8 |

© 2012 ... Dennis Baggott and Sons



AccessAble Help Desk 2012

User List By Department

Jare Doe mrescefrmalloam
[ Aoantng
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5 Tools

51 Query Wizard

The Query Wizard provides a quick and easy way to filter data either for display on browse screens or
to filter reports. Let's go through the steps of creating a query. You will first need to choose the field
you to want to search. In this example | am going to query on the

Request Status field.

v i) e

Query Wizard
Field Selection
Select a field from the list below.

Fieldz to Evaluate -
Date Due

Date Requested

Department

Details

Location

Maotes

Pricirity

Request Categaony D
Request Cost

Request Type

Requestor

RID
Submitted By

4D [

M anual ][ Motes < Back |[ Mest = ] [ Cancel

Next you will need to choose an operator to use. This version adds some new operators, such as the
Between and Not Between. This is especially helpful for data searching. Also, new operators for the
date type fields allow you to search for a month number (12- December, 11 - November and so on). |
will choose the Not Equal To operator.
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enuey e

Query Wizard
Operation Selection
Select a guerny operation to perform on the selected field,

Status

Cuery Operationz

|z EEuaITD

|z Greater Than
|z Less Than
|z Greater Than or Equal To
|z Less Than or Equal To
|z Between
|z Mat Between
Beginz ‘with
Containz
: Doez MOT Beqin “ith
@ Operation Selection Coes MOT Contain
|2 Blank:,
Walue Entry [ Mot Blank

M anual ][ Motes < Back |[ Mest = ] [ Cancel

After choosing a field and an operator you next choose the value to search. In most cases this will be
a constant however, you can also compare one field to another. An example would be to find records
where the Complete Date is equal to the Due Date field. In this case, | want to find requests where the
Status is Not Equal to New, so | type in the value New.
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{Mew Query)

Query Wizard
YWalue Entry

Enter a walue to complete vour expression.

@ ConztantVYalue ) Anather Field ) Expression
Status Is HOT Equal To:

Hew

Operation 5
& alue Entry

Compare Uzing Case Senzitive Matching

< Back |[ Mest = ] [ Cancel

Query Wizard

Add conditions by prezzing the AMD or OF buttons,
Presz Change or Delete to modify a condition.

Current Query
Statuz | NOT Equal To New

“alue Entry < [ >
[ AMD ][ (]3] ] |£H Group ||z| [Ehange ][ Delete ]

M anual ][ Motes ] [ Einizh ] [ Cancel ]

Finally, give you query a meaningful name. Click OK and the data is filtered as specified.
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i Adding a New Query E=NEEN X
Quer Dezcription: Requests with Statuz ather than New
Enter a description far the new queny. [ ok ] [ Cancel ]
Now that query will show up in the list.
B ' Saved Queries ﬁﬂg
Query Description Mew...
Detailz contain Sample
with Status other than New
|
Less <<
5.2 Import from CSV

Microsoft SQL Server Management Studio does provide capabilities for importing (and exporting)
from a variety of data sources and many of our customers may use that to import data. How eve, we
have included import capabilities for several of the main files to let you import data from CSV
(character separated value) formatted files. This is the most common, or lowest common
denominator file format and you can even export data from Microsoft Active Directory in CSV format.

After selecting the source file, click on the column on the left side and matching column of the right
side and click the Assign button. Repeat this for each field you want to import. If the source file
includes columns with the field names in the first row you may want to check the button to strip the
header row.
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P "

|' Assign fields fer Impert... @
Import Field  Picture Walue || Target Figld = |mpart Field -
Field_1 Murneric 1] |:| Uze:Uid

Field_2 Mumeric Full Mame Uze:FullMame = Field_2

Field_3 MHurmeric Lagt Name Uze:LastM ame = Field_3

Field_4 Murmeric Firzt Mame Uze:Firsth ame = Field_4

Field_& Mumeric Location Uze’weblogin = Field_12

Field_& Murneric Departrment Uzew'ebPazzword = Field_13

Field_7 MHumeric Building Uze:Role = Field_35

Field_3 MHurmeric Room Uze:Department = Field_&

Field_3 Murmeric E stenzion Uze:Location = Field_&

Field_10 Mumeric FPhone Uze:Building = Field_7

Fiel 11 |[Numerc  |Emal UseRoom = Field 8

p b Iar b I P = b I p b
I Nest I I Prey J Rect 1 [ Strip header record [figld names)
At Iunassignl I Picture I [ 1] ] l LCancel I I Help I

Also, note that there is a next button to let you preview rows in the source data file before importing.

Irmpart Field  Picture Walle -
Field_1 Murmeric 4 |:|
Field_2 Murneric Chuck Roast

Field_3 Murneric FRoast

Field_4 Mumeric Chuck,

Field_& Murneric e ok,

Field_& Murneric M aintenance

Field_¥ Murmeric Shop Floor

Field_g M urneric: ketal Shop

Field_9 Murneric
Field_10 Murmeric
Figld_11 M urneric: dennizi@dbandsons. com

4 b I¢ b I 4 e
After you click the OK button to begin importing you will see a progress bar as records are imported.
NOTE: Before importing records you may want to have a backup of the target table just in case
Importing Records

Z20% Completed

| Cancel |

NOTE: Registered users that will be using the optional web pages will find an import option on many
pages. This includes for file formats in addition to .csv.

6 Web Browser Interface

While some organizations may be fine with just the windows desktop application to allow one or more
staff members an easy, multi user ready way to record, update and report on requests for support

from end users, computer, peripheral and software inventory, and so on, other organizations will want
to use a web browser interface (with mobile web pages for access using smart phones) to do many of
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6.1

the same functions. The web interface can also be helpful as it will allow end users the ability to
submit requests via web browser or smart phone as well. The next pages will describe and include
screen shots for the web interface provided as a "bonus” to those who register (purchase a site
license for AccessAble Help Desk 2012).

End User Web Interface

The first screen you, or an end user, will see when accessing the AccessAble Help Desk 2012 Web
Interface is shown below. In order to Sign In - an account is needed. Depending on your situation
you may create an end user account and send the details to your end user/customer by email or you
may allow them to create their own account. Let's say that is the case and a user clicks on the Create

Your Account to get started .

|E|‘|-;|Iish (United States) E| |.i\2ure E| sign In@ =
AccessAble Help Desk You are not signed-in.

Create Your Account

2 Sign In

Enter your user name and password to sign in.

User Name: [[] Remember User Name
Password: [] Remember Password
Forgot vour password? [[] Automatically sign in
| OK | | Cancel

Not all the account information available for entry is required.
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| English (United States) |=| || Azure || Sign Ingd | &
You are not signed-in.

AccessAble Help Desk

Create Your Account

Create Your Account

Full Name Ima Sample Email Address |dennisbaggott@live.com
Web Login Ima Web Password |sssssss
First Name Ima Last Name Sample
Location Southeast E| Department Accounting E|
y Building Admin Blda E| Room Accounting Cubicles E|
| Phone 912-222-3333 Cell Phone 333-44455
: Other Phone
| Mail Address 101 East First Strest City Savannah
1 State Georgia [+] ZIP 31406

Save Cancel

The very least required to create an account is the Full Name, Web Login Name, Web Password, and
Email Address. If the person creating an account leaves out any of that information the account won't
be created until they add the missing items. A message will tell them which field is needed that they
have not entered. Although a user creating their password will see a message about how weak or
strong their password is - minimum number and type of characters, etc, is not enforced. Just a hint
provided about the password strength.

Create Your Account

Full Name Bare Minimum Email Address |bareminimum

Web Login  bare Web Password |ssssssss =Strength: Strong
First Name Last Name

Location == please Select == =] Department =* please Select ** [+]

Building == please Select == =] Room ** Please Select ==

It happens to the best of us (well it happened to me). Sometime you forget your password or as | did
when creating a sample account you mistype what you thought you typed. What to do if after
creating an account you try to login and can't? Click the forgot password icon and if the web page
mail settings are correct in the web.config file an email like the one below can be sent to the end user.
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Create Your Account

2| Retrieve User Name and Password

Your USER NAME and PASSWORD will be emailed directly to the email address you enter.
Enter the email address associated with your account

dennisbaggott@live.com

Sendi

As you can see from the email message below | mistyped the word "sample" so | can login with the

password and then later update the password.

Here are your username(s) and password(s) for dennisbaggott@live.com

Ima

samplle

| English (United States) |=|||Azure [+| /Sign Ingd &
You are not signed-in.

AccessAble Help Desk

Create Your Account

2/ Sign In

Enter your user name and password to sign in.

User Name: m Remember User Name
Password: [|ssssssssss Remember Password
Foraot vour password? [[] Automatically sign in
| ok | | cancel |

So when | am logged in as an end user, | see the screen below.
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[English (United States) [=]![Azure [~ ] sign Ooutied | &
AccessAble Help Desk Hello ima

Update Your Account Info Requests

Requests

Search for | Go |
Date Requested | to Go |
Department [All [=] Location All
status [all [+
Request Category [al [¢] Request Type |Al (]
Assigned To [a  [=] Requestor All
IER P
Date Reguestor Department Location Reguest Reguest Details Status Priority  Assigned Action Completed Date
Reguested Tvpe Cateqgory To Taken By Completet

Before | start adding requests (an option under the Requests menu or clicking the New button, icon of
a blank page) I will choose to Update My Account to correct the password. Other reasons end users
might need to update their account is if they got a new phone number, changed their address or
name, etc. The update your account screen looks like the sample below.

Full Name Ima Sample

First Name Ima Last Name Sample

Web Login Ima Web Password sample

Location Southeast E| Department Accounting
Building Admin Bldg E| Room Accounting Cubic
Cell Phone 333-44455 Phone 912-222-3333
Other Phone Email Address |dennisbagoott@l
Mail Address (101 East First Street City Savannah

State Georgia [=] ZIP 31406

Save Cancel

Now that the user has updated his profile, in the case to change his password he can begin adding
support requests. In the screen below a lot of information was entered based on the user profile, the
current date and time was used to fill in the date and time requested. The status defaults to New and
the Assigned To field is Unassigned by default. The end user can select the Request Type and
Category from drop down list boxes. The status will default to Normal but can be changed by
selecting from the drop down list. A Date Needed, or Due Date can optionally be entered or selected
from the pop up calendar. The Request Details cannot be left blank. This is a required field, and it is
variable in length. The end user can enter as much or as little information as needed. The web
interface provides the ability for uploading documents, such as a screen shot. There are many places
where staff can attach documents and view documents already uploaded. These documents are
stored in special fields in the database. NOTE: These cannot be accessed in the desktop based
application.
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Add Requests

Date Requested 1/20/2013 4:42 PM

uID 64 My Name Ima Sample

Department Accounting Location Southeast

Building Admin Bldg Request Type |Hardware E|
Request Category Installation E| Status MNew

Priority Normal E| Assigned To  |Unassigned

MNeed By =

Install additional RAM.|

Details

Request Document Name

Attach Related Document | Choose File | Mo file chosen

Save Cancel
So now the end user can see his request in the grid view.

Update Your Account Info Requests

Requests
Search for | Go
Date Requested | to Go
Department | All j Location Al
Status | all -
Request Category [All = Request Type | Al
Assigned To [All = Requestor All
e 4t of1p [0 /Page
Date Reguestor Department Location Reguest Type Reguest Details Status Priority Assigned Action Completed Date Ticket Request
Reguested Category. To Taken By Completed Document
-'% 1/20/2013 Ima Accounting  Southeast Hardware Installation Install New Normal Unassigned
4:42 PM Sample additional
RAM.
-'% 1/17/2013 Ima Accounting  Southeast Acquire Installation Sample Active  Normal Staff This is the
9:00 AM Sample Hardware/Software support Member sample
request. In taken or
this example I planned. In
need to get this example
hardware of Staff wil
software acquired the
installed. This hardware or
is only a software

As the staff update requests, end users can come back to this screen and see the updated
information. When the end user only has one or two requests in the grid, the ability to search or filter
requests is not that important, however, as the user submits more and more requests the ability to
search and filter data using the provided drop down list boxes, for example, becomes very useful.
Also, the end user can use the button with an icon of a blank page to add new requests, can click the
button to download requests to a Microsoft Excel formatted spreadsheet and the button to remove
filter conditions will become more useful. A button with a picture of a magnifying glass can be
helpful to let the end user view a request in a full page view. See the next screen.
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6.2

Requests
Date Requested 1/17/2013 2:00 AM Submitted By Ima Sample
End User Ima Sample Requestor Ima Sample
Request Category Installation Status Active
Date Completed
Ticket
Details Sample support request. In this example I need to get hardware of software installed. This is only a sample.
Action Taken E;Iesrls the sample taken or planned. In this example Staff will acquired the hardware or software and install it for the end
OK

Staff Member Web Interface

When logged in as a staff member as | am now (login name of staff and password of member) | see a
screen with requests | may have submitted, but also many additional menu options that allow for
viewing the main files and lookup tables. Of course staff member can update his/her profile just as
an end user can, but other options allow for viewing users and staff members, requests from all users
as well as Computers, Peripherals and Software Inventory. Additional menu options for viewing and

update the knowledge base and lookup tables are available.
English (United States) [=] [Azure ~] sign outid &

AccessAble Help Desk [rTp——"—
Update Your Account Info Users And Staff Requests Computers Peripherals Software Knowledge Base Lookup Lists
Requests
Search for | Go
Date Requested | to Go
Department |All j Location All
Status [All =
Request Category [all = Request Type | Al
Assigned To [All j Requestor All
| @ & 41 of1p [10  /Page
Date Reguestor Department Location Reguest Reguest Details Status Priority Assigned Action Completed Date Ticket Request
Reguested Tvpe Category To Taken By Completed Document
&, 10/27/2012 Staff Application Basic Still testing Active Normal Dennis
6:54 PM Member Development Support Bagagott
&, 4/11/2012  Staff Information Application Other I have added a Complete Normal Admin Also, Admin 4/11/2012
12:00 AM Member Technology Development complete button to the sending an 12:00 AM

Requests Maintenance email now

The next screen shows the Staff Member view of the request where he or she can update the request
created by the end user. Many more items are available, such as the Action Taken or planned, as
well as the ability to add and view request history about the request.
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Building Admin Bldg
Request Category Installation
Priority Normal
Date Due 1/25/2013

Date Completed
Minutes To Complete

Days To Completed

[ [ (]

Request Type Acquire Hardware/Software E|
Status Active E|

Assigned To Staff Member E| [
Completed By == Please Select == E|

Request Cost
Hours To Complete

Ticket

Sample support request. In this example I need to get
hardware of software installed. This is only a sample.

A

This is the sample taken or planned. In this example Staff
will acquired the hardware or software and install it for the

This will not be seen by the end user when they view the

Details

Action Taken end user.
request status.|

Notes

Request Document Name

Request Document Choose File | No file chosen

Request History |

ey
—

Q| X

4 0 of 0 » 10 /Page

[ Update Date Updated By Update Type Update Details Notes

Note: On the screen above you will see fields to the number of days, hours and minutes to complete
a request. These are calculated, not data entry fields, and they are not available in the desktop

application.

The next screen shows drop down and fly out menu options available when the staff member chooses

the Requests menu option.
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Requests Computers Peripherals Software

Add Requests

Show My Requests

New Request

Show All Request

All Open Request

All Open Requests Received Today

| Bar Chart by Requestor

e L Bar Chart By Department
Requestor All Bar Chart by Request Date

Pie Chart by Category
Pie Chart by Status

The first option under the Requests menu (Add Requests - unlike the screen for a New Requests)
could be used by the staff member to add or view his/her own requests, but most often they will use
this option to enter requests on behalf of an end user by selecting the end users name from the drop
down list
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Add Requests

Date Requested 1/20/2013 5:43 PM Submitted By staff

End User Fred Flintstone [=] ] Reguestor Fred Flintstone

Department Manufacturing Location New York

Building Production Plant 1 Request Type Software E|
Request Category Troubleshooting [=] Status Active [=]
Priority Normal [+] Assigned To Staff Member [+]

Date Due 1/25/2013 = Completed By == please Select == [=]

Date Completed Request Cost =
Minutes To Complete Hours To Complete

Days To Completed Ticket T2345

This is a sample request entered by Staff Member on behalf

Details

In a high volume office, the Save and New button can be
helpful since rather than just saving the record and
. returning to the previous screen it allows the staff member
Action Taken to quickly enter one request after another.

This is a sample note. Unlike the Action Taken field, the
Note field is not visible when an the end user is allowed to
view their requests. So you can make notes like Fred

Notes tends to forget his password a lot - the Neanderthall!

Request Document Name

Request Document Choose File | No file chosen

Save | Save and New | Cancel |

The next few options under the main Request menu option let staff view All Requests (regardless of
status), view All Open Requests, and View All Requests Opened Today.

The first Chart option shown below presents the number of requests by the requestor. Click on a bar
and a screen with the requests filtered to that requestor will be displayed.
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Requests x Requestor
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Requestor

The next Chart is similar but it shows requests by Department. It is also interactive since clicking on
a bar on this chart will display requests filtered by the department bar you clicked.
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Requests x Department
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Department

The third Chart on this list is a graph of requests by date. You can change the date to show requests,
by Day, Week, Month, Quarter or Year. You can also move forward or backward by either 1 or 5
increments of the time period selected. Again, clicking on a bar will display a grid of requests filtered
for the date range selected.
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EI El Day Week Month Quarter @
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Date Requested

The next request Chart menu option will show requests by Category and the slices on the pie are
interactive. Click a slice to open a grid filtered to that request category.
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Requests x RequestCategory

= Training
LB

B Fhone System
-_—

. Account

N Installation

= Troubleshoodng
B Basic Support
= Other

P s

The final request Chart menu option is a pie chart of requests by Status. Again, this chart is
interactive since clicking on a pie slice opens a grid filtered by Status.
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Requests x Status

Requests
= Incomplete

mm Active
- New
Complete

13

110

After the requests menu option is an option for Computer Inventory related tasks. Viewing Computer
Inventory is similar to the other main file grids where you can filter or search using a variety of fields
and sorting is available on many columns.
In addition to buttons to let you view Add, Edit and Delete records, a button is provided to export
records to Microsoft Excel format, and a button to remove any filter condition, there is a button with
an arrow pointing down that will let you use the Import Wizard to import records from a variety of
formats. This option is included on many grids, but | will use this as an example to show some

screens about the wizard.

Computers

Search for |

=

assigned User [al [=] Status [ &
Operating Sytem [al  [=] Department (A1 5]
Location [ 4l - MAC Address
Serial Number [A1 =] TP P Address |
CPU Speed | to | [Go]
Ram [ to | [Go]
O xES:® W of
Assioned  Location Department Status Asset  Serial Manufscturer  Model Operating CPU  CPU  Ram Hard Cost MAC TCPIp
Number Svtem Speed Disk Address Address
@, @ [ X O Admin Headauarters 1T Active HP Sample  Vista Ultimate
Account Model
Q@ @[ X O staff Information Active 123123 ACME Laserjet  Vista Business
Member Technology Manufacturing 5
Q@ H X o staff Being 123 123321 IBM T23 '\:Vmuzws 2000 IP\?ntlum 1200 512 40 $1,500.00 AABBCC  111.22.33.444
ro

Member

@, @ [ X [ admin Headquarters IT
Account

Repaired
Active 1234 213132 IBM ES600  Windows 7

In the screen shot below you can see that rather than a .csv or Microsoft Excel file | have chosen to
import from a Microsoft Access format file. The default Table name is table 1, so you will need to
enter the name of your table that you will be importing.
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Select the file yvou would like to import.

Choose File | aapro2007mine.mdb

Select the file type.

© ASCII comma separated value (C5V) [,]
@ TAB delimited

@ Microsoft Excel (Office 97-2003, Office 2007, Office 2010)
Sheetl

Worksheet name:

@ Microsoft Access (Office 2000-2003, Office 2007, Office

2010)

Table name:

Password:

Next |

Computers

(Optional)

In the next screen shot you can see that the My Data has a header row is checked. For each column
you need to select the corresponding column name and you will need to check the box for "import" for
each column you want to import. Then click the Import button when finished. NOTE: You will want
to be sure you have backups of your database in case the import does not work as expected. For
example, it is easy to sometimes forget to check the box to import a column you had intended to
import. Or you may have selected the wrong field name. The import wizard is offered because it may

be helpful for some customers.

Select and assign the data columns you wish to import.

My data has a header row.

[T update related database tables.

Column

Import

Column Mames

1

2
3
4
5

Previous

1
]

EYRES]

Automatic PC

L= B, B TS R S

Import '

|E|‘|d User
John Doe
Admin Account
Craig Gritz
Chuck Roast
Dennis Baggott

[ Location (]

Headquarters
Headquarters
West Coast
New York
Southeast
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The screen below is used to add computer details. Like most screens, drop down list boxes are
provided to select values for many fields. When an item like the Assigned User is selected, other

items will be automatically filled in for you.

Add Computers

Assigned User
Location
Building

Status

MNext Inventory
Serial Number
Model

0S5 Version
CPU Speed
Hard Disk

Bios Date

Cost

Purchase Order
Under Warranty
Expiration Date
MAC Address
HUB

Support Phone

Staff Member
Headquarters

Admin Bldg

== Please Select == [«]

** Please Select == |Z|

I

Assigned
Department
Room

Last Inventory
Asset
Manufacturer
Operating Sytem
CPU

Ram

CD Rom

Vendor
Purchase Date
Invoice Number
Warranty
Network Card
TCP IP Address
Port

Support Website

Staff Member
IT
IT Office

I

** Please Select == E|
** Please Select == E|
== please Select =~ [+]

MNotes

Related Computer File

Choose File | Mo file chosen

All of the web page screens are very similar so | will not continue to include screen shots from each of
the main files. In addition to web pages for the main files, | have provided web pages to allow you to
easily edit the Lookup Tables. In fact, it may be a good idea to begin using the lookup tables to get
used to the web interface and because it will be helpful to have appropriate lookup table values
available when entering data for the main files.

6.3 Mobile Web Pages

As you can see in the screen shots below, the mobile web pages include a similar start page with the
option to Create a New Account or Sign In.

If logged in as an end user you will be able to view your requests, or submit a new support request.
You also have access to the settings option to choose

a different color scheme or language. When logged in as a Staff Member you will have many more
options available.

Feedback from registered users of AccessAble Help Desk 2012 will help me determine if | make
modifications or additions to the mobile web interface.
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8:30 PM L1
Untitled

dennisbaggott.biz/aahc G -

AccessAble ]
Help Desk Q Sign In
‘T are nok dgned-in.

Create My Account
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wml. T 8:36 PM Q o [m=;

dennisbaggott.biz/aa —

Menu Sign In w

Enter your user name a nd r]:'lﬁf\.u'n.'-f'.*r:'l [Es] :-'||:_'4|‘1 n
User Mame:
Ima |

Password:

L A1 X X 1] |
Forgot your password?

| Automatically sign in
__| Remember User Name

| Remember Password
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mil_ 8:39 PM Q o [(mm;

dennisbaggott.biz/aahc & -

Menu  Requests &+

Pagelof 1

Date Action

Status Details oo Lested Taken

Install
Mew  additional 1/20/2013
RAM.
This is
the
sample
Sample taken or
support planned.
request, In In this
this example
example I Staff will

Active need to get  1/17/2013 acquired
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Hardware

Reguest Category

Installation

Priority
Normal

Details

Add more Eam. Computer still

too slow.

116
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T &:41 PM Lk
Untitled
dennisbaggott.biz/aahc G -

AccessAble .
Help Desk ?fISlgn s
Helks Imis

| English (United States) i

| Laminate i

My Support Requests
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8:42 PM

AccessAble .
Help Desk ?f|5|gn Sut

My Support Requests
Users And Staff
Computers

Peripherals

Reqguests

Knowledge Base

Pie Chart by Status
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