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SupportDesk Mobile

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.:
e  Wireless LAN
e Bluetooth
e GPRS
e 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.

."{1}1 Programs o< 06:25 9

[ 53 2

Microsoft MNetOp Guest MNoktes
Reader

X W

ORINOCO  Pocket Excel  Pocket

Client Word —

| e

.
SupportDe... Tasks Terminal | _
Services |

fj Client
Windows -
Media -
E|*

Upon clicking that icon, the user is then presented with the logon screen.
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User ID |richrnond |

Passwiard | |

SQL Server  richmondting |

Database Name [rsUPDESK |

Login Exit Build: 1.0.1312.18094 E|A

SupportDesk Mobile

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.

Please enter a valid serial nurnber for
SupportDesk Mobile Edition

la71111 |

|6ddhio |

lbococd |

7650yt |
123(1[2[3[4|5]6|7][8][o]|0]-[=|w
Tabja[wle[r[t[y|u|i[o[p[[]]
caPla[s[d[fa[n]i[k[1];]"]
shift[z[x[c[v[b[n[m][.[.[/]+
ctlaii] " [\ ] NEEE

Save Exit E *l

Once logged in successfully, the main window will appear.



SupportDesk Mobile

supportdesk
5,2 Mobile Edition

File E|A

Clicking on the file menu brings up the main SupportDesk functions.

EES

Add Request
Edit Request
Request List sk
Add ; Edit Inventory  FOition
Bulletin Board

Alarms

Messaging 3
Exit

File E|A

Working with Inventory Iltems

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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|ri|:h | |Search |

File Settings E|A

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.

|ri|:h | |Search |

= Richmaond Systemns Ltd

Add Item
Edit Item
Add Request

File Settings E|A

Clicking Edit item brings up the details for that item.



Inventory o< 05:25 @

|C|:|r'|ta|:t v|

Field |Data

Surnarne () Terty
Forenarme [*)  Siman
Title

Jabtitle

Telephone 1
Telephone 2

Faxrumber

Crepartrnent

Save Functions E|*

SupportDesk Mobile

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.

|C|:|r‘|ta|:t v|
Field [pata

Surnarne () Terty
Forenarme [*)  Simon
Title

Jabtitle

Telephone 1
Telephone 2

Faxnurmber

Crepartrnent

Add Request
Add Ttem
Delete Item

Save |Functions E|*

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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! SupportDesk o< 06:25 9

Add Request
Edit Request
Request List
|_Add / Edit Inventory g
Bulletin Board tion
Alarms

Messaging ]
About

Exit

File E|A

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.

#8 Inventory Search o< D6:25 @
lrichrr| | | search |
richrnand
123/1[2[3[4|5]6|7]|8][0][0]-[=[#

Tabja[wle|r[t[y[uifo[p|[
cabP[a[s[d[f]a]n]jJk]1];]"
shift| z [x [c[v[b[n[m[,[. [/
ctfain] - [y] [4]1]
File Settings

|
—

{—l—}

g

Click search.



lrichrnond | | search |

- RICHMOMD SYSTEMS
- Richrmond

- Richirmond, The Arnerican University i
- RICHMOMDTIMY
- RICHMOMD-PS1
- RICHMOMD-EX 1
- RICHMOMD-DiZ1
- Richrmond

4] I [ [»

File Settings E|A

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

|ri|:hrru:|r'|d | |Search |

- Administration ]
- Developrment
- Directors
- Marketing
- Products
- Sales
- Technical Support
- Training & Consultancy —
- Richirmonid
- Richmond, The Ametican Universit
- RICHMOMDTIMY
4 1] [ I

4]

File Settings E|A

Highlight the item to add to and click Add Item.

SupportDesk Mobile

10
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Inventory Search < 06:26 @
lrichrnond | | search |
- RICHMOMD SYSTEMS -
- Adrministration ]

EaC: Add Item
DIreCtors | e gt ftem
- Marketing =
- Products Add Request =
- Sales

- Technical Support
- Training & Consultancy —

- Richrmond

- Richirmond, The Armerican Universit] |

- RICHMOMDTIMY -

4] I [ [ »
File Settings E|A

Inventory o< D6:26 @

Build Level
Camparsy
Contact
Departrnent
Erhancernent /BugFix
Group Item
Inventary Manager
LapTop Machine

N « |

4]

Save Functions E|*

Enter data for the fields. Compulsory fields are suffixed by an asterisk.

11
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Field |Data

Surnarne ()
Forenarme [*)
Title

Jabtitle
Telephone 1
Telephonez

Faxrumber

Crepartrnent

Save Functions E|*

Clicking on the drop down box will provide possible values for this field.

Inventory o< 06:27 @
|Ma}{imizer v|
Field |Data -
Last_Marne framcis
First_Marne 3 = =
Comparny Ajdan all |
Addresst Lileen ]
Address2 i—l]lt | |

. =gl
T ik . —
ownCity &lastair =17
Zounby Alex |
Alison
12371 [2 [3 [4 | njicrar ~i |4
Tab[q[w|e [FTE[YyTUTTTOP[L]

caPla[s[d[f[a[n]i[k]I];]"
shift|z [ [c[v[b[n[m[,|. ]/
culaa] " |\ | [4]*]
Save Functions

—

|t

g

Some users may prefer to use the freehand method of entering data. (select this mode from the menu button on
the bottom right)

12



|Ma}{imizer

v|

Field |Data

Y

Last_Marne francis

First_Marne Alex

Company  [black |

Address1
Address2?
Towen, /Dby
Zounby
ZipPast
iZogntey
Pho

-

* b @5 |

? | %

Save Functions

.ﬁ;

The mobile device then interprets the handwriting as text.

B overeary _ 4coss @

|Ma}{imizer

T|

Field [pata

-

Last_Marne framcis

First_Marne Alex

Company |b|al:k JEIEkSI

|v|

Addressl
Addressz
TowenfCity
Zounby
ZipPostal
Zauntey
Phonel

-

B o 0o & |

? | x

Save Functions

-&A

Adding a Request

SupportDesk Mobile

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

13



Add Request
Edit Request
Request List sk
Add / Edit Inventory  Fdition
Bulletin Board

Alarms

Messaging 3
Exit

FiIE| E|A

The following screen appears

Add Request

Pick one ar mare iterns ko log a request with

| | |Eearch | | MNext |

Settings E|*

SupportDesk Mobile

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.

14



Pick one or more iterns ko log a request with

|ri|:hrru:|r'|d

| |Search | | Mext |

EI|:| RICHMOMD SYYSTEMS

----- [ ] Adrmiristration

=[] Development
~[w]Berry

[ | DEWSO-riesw

- | DEVELOP2K
[ ]cDuaLxpz

[ ] GORDONYPZ
[ RICHMOMNDTINY
~[w] SIMOME-XP
~[ ] Test Machines

Y

1]

[ v

Settings

E|‘

SupportDesk Mobile

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).

Category  Hardware

Status
Priarity

SLA

7

|10pen 7

[Mediom -|

[More -|

Specialist  [Richmand -|
7

Logged By |Richmond

Next

Click next and enter Summary and Details information for the request as desired.

15



SupportDesk Mobile

!l add Request % 06:04 (Y
Summary
|r:|rir‘|ter is jarnrmed |

Dietails

errar 56 on printer =
123(1][2[3]4[s5]6][7[8[9]0]-[=]w
Tabla|wle[r [ty |ufi[o[p[[]]
CaPlafs[d[ffa[h]i[k[I[;]"]
shiftj z[x [c[v[b[n[m[.[. [/«
culaia] " [\] [V]t]e]~
Alarms Save Request @:l

From the alarms menu it is possible to set alarms for specialists that relate to the request.

#2|add Request % 06:04 (M
SLmmary
|r:|rir‘|ter is jarmnrmed |

Dt il
errar 36 an printer =
123/1[2[3[4|5]6|7][8][0]|0]-[=[w
Tabja[wle[r[t[y|u|i[o[p[[]]
caplaleldalslolnlile||;]"
v Set alarm for specialist [T T 7
Set alarm for group |¢|1-|¢_|_,,
Alarm5| Save Request E= *l

SupportDesk then presents the ID of the new request, and allows the user to edit that request. Click Yes.

16



' |Add Request
Summary

o< 06:04

|r:|rir‘|ter is jarnrmed

3 SupportDesk

Regquest ID ; 12

request?

£ @ Request saved successfully

Do you want to edit the

Yes Mo

-

9[o]-

123(1[2[3]4|5]6|7]8]
Tabla|wle [r[t[y[u]

i [o]p|L

CAPla|s|d[f[g[h]j]|

k[1]:]"

shift] z [ [c [v[b[n[m]

culan] - [\ ]

1~
-~

Alarms Save Request

SupportDesk Mobile

Clicking on the tabs at the bottom of the screen will display the different information stored about that request.

ﬂcj Request : 12

SLmmary

% 06:04 (M

|r:|rir‘|ter is jarmnrmed

Details

errar 36 an printer -
[+

Resolution
.
[+

Dretails | Fields | Associations | Actions | .ﬁ.ct* 4|k

File Send Email

E|A

These values can be edited.

17



Category  [Hardware -|
Status  [10pen "
Pririty  [iedium -|
SLA [Mone -|
Specialist  [pichmand -|

Logged By [RIcHMOND |

Group  |HelpDesk -|

Dretails | Fields | Associations | Actions | .ﬁ.cti 1k

File Send Email E|*

The associations tab allows for new items to be added to the request.

£iF|Request : 12 % 06:04 (M

L

Search

add

Aszsociated Items

Laserjet 5
Terry
| Remove |
[retails | Fields | Aszociations | Actions | .ﬁ.ct* 4|k
File Send Email E|*

SupportDesk Mobile

The actions tab allows for actions to be added and edited. To edit an action, select it from the list and choose

'Edit'.

18



Request : 12 % 06:06 ()

05,/08,2003 1440552

Action List | Action Details |

Dretails | Figld= | Associations | Actions | .ﬁ.cti 1k

File Send Email E|*

The action details tab then displays the details for that action.

Request : 12 % 06:06 (N
Action Type Arction By
|Irweztigate v| |Ri|:hm|:|r‘|d v|
Dietails
checked error code =

paper jam in feeder

-

D oo | H|oo| Moz |

Action List | Action Cretails |

Cretails | Fields | Associations | Actions | .ﬁ.ct* 4|k

Elapsed Time

File Send Email E|*

Clicking Add Action will bring up a blank action screen.

SupportDesk Mobile
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Request : 12 % 06:06 ()

Action Type Action By
| | | |

Details

Elapzed Time
[ Save ]
Cloo | H oo | Moo |

Action List | Action Details |
Aszociations | Actions | Activities | Liog | 1k
E|‘

File Send Email

Enter the details and click Save. The action will then be displayed in the action list.

% 06:07 (M

' (Request : 12

Drate |User D |Eause
05,/02,2002 140424 Richrnond Creation
05,028,200 14:05:52  RICHMOM Response

4 i k

Aszociations | Actions | Activities | Log | L

File Send Email E|*

SupportDesk Mobile

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

20
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#i%|Request : 12 % 06:07 (I
|Status |I:"rirunrit5|I |Acti\re5tatus
n Open Mediurm  Trus
hse  Open Mediurm  True

1 L] »

Aszociations | Ackions | Activities | Liog | 1k

File Send Email E|*

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.

About SupportDesk

supportdesk

Wersion 5.2
Full Yersion Mo @ 5.2,1349,25036

Richrmiond Systems Products Ltd
Telephone | +44 (011428 641616
Facsimile : +44 (0) 1428 641717

wWeb o www RichmondESS.com
Ernail : support@RichrmondESS.com

Close Options E|*

Viewing Alarms

From the main window, click File, Alarms.

[T ] 21



g j“ Alarms o< 06:40 @

Alarm Type [all larrms -|

Drate

Refresh Yiew Alarm -ﬂ&|*

Select the criteria for alarms to display.

Alarms

% 06:40 (M

Alarm Type |all Alarms -|
alarm dug I the last manth -|
IDate IMessage s
09/09,2002 16:24:52 Response Pariod =
09/09,2002 16:2:452 | Alarm For Request —
09,/09/2003 16:24:53 | Request 20505 has
09,/09/2003 16:24:53  Email
09/09,/2003 16:24h53  Request 20910 has
09/09,/2003 16:24453 Request 20782 has
09/09,/2003 16:24:53  Request 22743 has
09/09,/2002 16:24453 Request 22917 has
09/09,2002 16:24452 | Alarm For Requast
097092002 16:24:52 Request 22616 has -
A MESANS 16 P4 BT Bamiiach 22E% bae b
Refresh Yiew Alarm -ﬁ|*

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

SupportDesk Mobile

22



SupportDesk Mobile

Type : NewReq
Date : 09,/09/20032 16:24.53

Request 20505 has been reassigned | =
to you wia the SupportDesk weh ]
Interface

|5 v| |Minutes v|

Snooze All

File E|A

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.

[ ]ADAM [ |BRADLEY
ALAN [ ]CAROLE
ARCHIWVE CHLD

L
SMWES

*B%cBoE | 7 X

Send iy |~

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

23



' lsend Alarm o< 06:42 @
[ ]aDamM [ |BRADLEY
ALAN [ ]CAROLE
ARCHIWVE CHLOE
[ ]BCE CHRIS
A [ 0] [»

request 2134 has been assigned to
paul as i am out of the office right
i |

123(1[2[3]4|5]6|7][8][o|0]-[=|w
Tabla[wle|r[t[y[ulifo]p|[]]
CaPla[s[d[fla[h[j[k[I];:]"]
shift z [k [c|v[bln[m[,[|.[/]+
culaia] " [\] [V]t]e]~
Send E*l
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.

! SupportDesk o< 06:30 9

Add Request
Edit Request
Request List
Add / Edit Inventory sk
Buletinoord 4
Alarms

Messaging ]
About

Exit

File oy

The articles are then displayed in a list.

SupportDesk Mobile
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23 |Bulletin Board % 06:36 ()

UserID |Bu||etin |Date

PaLL Can whoever stole | 11/09,2002
RICHMOM The cormpary day 11,09,/ 200z
RICHMOM There will be a fre 11,049,200z
RICHMOM The exchange server | 11,/09,2002

File oy

Clicking on an article displays its details.

£33 Bulletin Details % 06:38 (M

There will be a fire dril on Tuesday at
Jpm

[] Update User 1D
IserlD : RICHMOMD
Date : 11/09/2003 14:32:36

Sarve -ﬁ|*

To add a new article click File, Add.

SupportDesk Mobile

25






Index

A
Adding a new inventory item
Adding a Request
R
Running SupportDesk
S
Searching the inventory
Setting alarms
SupportDesk for Pocket PC
T
The about screen
The bulletin board
U
Using SupportDesk Mobile
\'
Viewing Alarms

21

19
22

20

27



28



