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SupportDesk Mobile 

SupportDesk for Windows Mobile 
Welcome to the help file for SupportDesk for Windows Mobile. 

This new interface to SupportDesk has been designed to aid SupportDesk specialists who are working away from 
their desks or in the field and need to enter or update information in SupportDesk in real time. 

This edition of SupportDesk is specifically designed to run on the Microsoft Pocket PC and Windows Mobile 
operating systems. Installation requires a host PC, and Microsoft Activesync version 3.6 or later. 

The pocket PC may connect to the SupportDesk database in a number of ways, e.g.: 

• Wireless LAN 

• Bluetooth 

• GPRS 

• GSM 

The following diagrams indicate some typical set-ups: 
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Irrespective of the connection type used, the SQL server port needs to be left open by any firewall type devices. 
This port can be customised using the SQL server network utility on the SQL server itself. If the device will be 
connecting via the internet, great care must be taken to ensure that the SQL server is secure. It is important to 
appreciate that MSDE does not by default have a password for the SA (System Administrator) login, and this is a 
security issue that has been exploited by malicious computer worms in the past.  

The performance of SupportDesk will always depend upon the speed and reliability of the connection to the SQL 
server database. 

 

 

 

Using SupportDesk for Windows Mobile 

Running SupportDesk 

 

Launch SupportDesk by clicking on the SupportDesk icon in the Program folder. 

The location and layout of the program folder will vary depending upon the device type and operating system 
version. An example is displayed below. 

 

  

 

Upon clicking that icon, the user is then presented with the logon screen.  
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When connecting for the first time, the user will need to specify the name or IP address of the SQL server. Also 
ensure whatever communications device is to be used is installed and working correctly. Enter the user ID and 
password. Click 'login' to proceed. 

If the login fails and the connection parameters are correct, then follow the troubleshooting guide in the section 
entitled 'implementing SupportDesk' 

 

If SupportDesk mobile is being run for the first time in this environment then the user will be prompted to enter 
their Mobile License number. This is provided on the licence certificate. Note that logging in for the first time from 
a mobile device may take some time whilst the device registers itself within the SupportDesk database. 

 

  

 

Once logged in successfully, the main window will appear. 
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Clicking on the file menu brings up the main SupportDesk functions. 

 

  

 

 

Working with Inventory Items 

 

SupportDesk for Windows Mobile provides an enhanced way of viewing and exploring the navigator.  

From the main menu, click File, Add/Edit inventory. 

To avoid having to drill down to find items; the user first enters one or more characters in the search box. Clicking 
search will then return a flat list of matching items from the navigator. These items can come from anywhere 
within the regular SupportDesk navigator. Once the results have appeared, the user may then drill down further 
into the navigator to find the desired item, as shown in the diagram. 
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Once the desired item has been found, pressing and holding the pointing device on that item bring up a menu, 
allowing the various functions to be performed. 

 

  

 

Clicking Edit item brings up the details for that item. 
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Field values may then be modified. Once a field has been selected, the user may click on the drop down box to 
automatically provide a selection of values for that field. Clicking the Save menu item will store any changes. 

 

  

 

Clicking on the Functions menu will allows the user to add a request against the item, add a child item or delete 
the item being displayed. 

 

 

Adding a New Inventory Item 

 

From the main window, click Add/Edit Inventory. 
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To add an item at the top of the inventory then click File, Add item. Otherwise search for the parent item to add to. 
Start by typing in the first few characters of the item. 

 

 

 

Click search. 
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From here you may continue to drill down the navigator if desired.  

 

 

 

Highlight the item to add to and click Add Item. 

 



SupportDesk Mobile 

11 

 

 

 

 

Enter data for the fields. Compulsory fields are suffixed by an asterisk. 
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Clicking on the drop down box will provide possible values for this field. 

 

 

 

Some users may prefer to use the freehand method of entering data. (select this mode from the menu button on 
the bottom right) 
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The mobile device then interprets the handwriting as text. 

 

 

 

 

 

Adding a Request 

 

This section assumes the user is familiar with the procedure of adding requests within SupportDesk for Windows. 

In order to add a request, either select add request from the Item details screen (see last section) or follow this 
procedure: 

 

From the main menu, click add request 
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The following screen appears 

 

  

 

Enter one or more characters from the item you wish to add the request against (alternatively you may find one of 
the parents from the navigator and drill down to the item. 
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Check the box(es) next to the items you wish to associate with the request and then click Next. 

From the screen shown, select values from each of the drop down boxes for the new request. Any values pre-
selected from your user profile will be added to the field(s). 

 

  

 

Click next and enter Summary and Details information for the request as desired. 
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From the alarms menu it is possible to set alarms for specialists that relate to the request. 

 

  

 

SupportDesk then presents the ID of the new request, and allows the user to edit that request. Click Yes. 
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Clicking on the tabs at the bottom of the screen will display the different information stored about that request. 

 

  

 

These values can be edited. 
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The associations tab allows for new items to be added to the request. 

 

  

 

The actions tab allows for actions to be added and edited. To edit an action, select it from the list and choose 
'Edit'. 
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The action details tab then displays the details for that action. 

 

  

 

Clicking Add Action will bring up a blank action screen. 
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Enter the details and click Save. The action will then be displayed in the action list. 

 

  

 

Clicking on the scroll bar at the bottom of the screen allows for further action details to be displayed. 
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The About Screen 

 

The about screen is used to display the version number of the product as well as contact details for the distributor 
in your country. 

From the about screen, it is also possible to change the serial number. Click Options, Change serial number. 

 

  

 

Viewing Alarms 

 

From the main window, click File, Alarms. 
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Select the criteria for alarms to display. 

 

  

 

To view the details for an alarm then click the alarm and click view alarm. 
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Setting Alarms 

 

From the alarms screen (click File, Messaging, Send Alarm), click on the new alarms button. 

Click on the specialists to receive the alarms. 

 

  

 

Enter text for the alarm either using the keyboard or by writing freehand in freehand mode. 

 



SupportDesk Mobile 

24 

  

 

Click Send. 

 

The Bulletin Board 

 

The bulletin board is a place where users can view important system wide messages. 

From the main menu click File, Bulletin Board. 

 

  

 

The articles are then displayed in a list. 
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Clicking on an article displays its details. 

 

  

 

To add a new article click File, Add. 
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