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Introduction

Welcome to Richmond SupportDesk Quick Start Guide for the Web Interface. This guide is provided to
help with the installation of the Richmond SupportDesk Web Interface on a single PC during the
evaluation process. This does not replace the SupportDesk Installation Manual which should be used
when installing the Web Interface into your live environment. If you are upgrading from an earlier
version of SupportDesk please see the SupportDesk Upgrade documentation.

Note: If you are installing on Windows 2003 Server please see Appendix A for additional required
configuration.

The Quick Start Guide Assumes that;

e The SupportDesk Database has already been created
e Microsoft IIS is installed on the computer where the Web Interface is being installed.

Richmond SupportDesk Web Interface Requirements

Server System Requirements
e Pentium-class PC (2GHz or higher recommended).
e« 512 MB RAM or higher.
e Disk space required: 50 MB of free space in the target directory.
¢ Microsoft Windows 2000™ or later, Windows XP™ or Windows Server 2003™,
e Microsoft IIS (Internet Information Services, version 5 or greater)
 ASP.Net and Active Server Pages

Specialist Web Interface - Client Browser Requirements
Works with all major web browsers, however it is optimised for Microsoft Internet Explorer (version 5.0
and greater).

Self Service Portal - Client Browser Requirements
Works with all major web browsers, optimised for Microsoft Internet Explorer (version 7.0) and Mozilla
Firefox (version 2.0).



Installation at a Glance

The main installation steps for the SupportDesk Web Interface are listed below. This gives a quick view
of the required steps to complete the installation of the SupportDesk Web Interface. Each point is
expanded upon under the section titled Installation.

Starting the Installation from CD

. Insert the CD.

. The Richmond Intro screen will display automatically.

. Mouse over the SupportDesk Icon to display the list of SupportDesk installation options.
. Click on the Web Installer installation option.

. Launch the SDWeblnterface.exe from the location where the download file was saved.

Starting the Installation from a Download
Main Installation steps

. Installation of the Microsoft .net Framework 2.0
. Continue with the Installation Wizard

. Choose to install SupportDesk Web Interface

. Choose to do a complete installation

. Possible restart of the computer

. Configure Specialist Web Interface

. Configure Self Service Portal

The Web Interfaces

Version 6.70 saw the introduction of the Self Service Portal. The Self Service portal replaces the
SupportDesk Customer Web Interface from versions prior to 6.70, although this Legacy version of the
application is still distributed to ensure that existing users of the software experience an interrupted
service.

The other Web Interface which is installed is the Specialist Web Interface. This is for use by the
Service Desk specialist for performing core incident management operations using a web browser.



Installing the Web Interfaces
If the Microsoft .NET Framework 2.0 is not already installed on this computer the SupportDesk Web
Interface installation will install and configure the Microsoft .NET Framework 2.0.

InstallShield Wizard

i SupportDeszkhw| Setup i prepanng the InstallShield Wizard, which
L =1 will guide you through the program zetup process. Pleaze wait.

Configuring MicrozoftiF] MET Framework,

[----------------------------- ] Cancel

i Su pportDeskW| - InstallShield Wizard [3__(|

Welcome to the InstallShield Wizard for
SupportDeskWI

The InstallShield(R) Wizard will install SuppartDeskWI an wour
computer, To conkinue, click Mext,

WARMNIMG: This program is protected by copyright law and
international kreaties,

= Back [ Mext> [ Carcel

The Welcome screen is displayed. Click Next to continue.



i Su pportDeskWI - Install5hield Wizard

License Agreement

Flease read the Following license agreement carefully,

|

Software Licence Agreement

IMPORTANT

CAREFULLY READ ALL THE TERMS AMD COMDITIONS OF THIS
AGREEMENT PRIORE TO USIMNG THE RICHMOMND SUPPORTDESE,
USING THE RICHMOMND SUPPORTDESEK INDICATES YOUR
ACCEPTAMCE OF THE TERMS AND CONDITIOMS SHOWYM BELOWY, IF
YOU DO NOT AGREE WITH THEM, Y¥OLU SHOULD PROMPTLY RETURM
THE RICHMOMD SUPPORTDESK AND ITS DOCUMENTATION, AMD
YOUR MOMEY WILL BE REFUNDED,

L
{(%)1 accept the terms in the license agreement;

)1 do not accept the terms in the license agresment

[ < Back ” Mext = ] [ Cancel ]

Select the option for | accept the terms in the license agreement. Click Next to continue.

i Su pportDeskWI - InstallShield Wizard

Customer Information

Please enter your information,

User Mame:

Organization:

Richriond Syskems

Install this application for:

{(*) anvone who uses this computer (all users)

) only For me {Development)

[ < Back. ” Mexk = ] [ Cancel

Enter the User Name and Organization details. Click Next to continue.



i Su pportDeskWI - Install5hield Wizard

SupporDesk Web Interfaces

‘Web Component Explanation

The Web Interface installer comprises bwao seperate Web Interfaces,

------ « «| SupportDesk Self Service Portal

Mew For 2008, the Self Service Portal offers complete customisation of the
end user expetiance. This allows vour custamers bo manage Eheir
= . incidents and raise RFC's remaotely.

[ s oo SupportDesk Specialist Web Interface

Allowing specialists to log into the Service Desk remately ko perform core
incident management funckions using a web browser,

ME: For existing users of SupportDesk, the legacy wersion of the Customer \Web Interface is still
installed. See the upgrade documentation For inskructions on how to use the Self Service Portal.

[ < Back ]| lext = i [ Cancel ]

This screen repeats the information in the previous chapter: The Web Interfaces

i Su pportDeskWI - InstallShield Wizard

Specialist Web Interface Look and Feel

Select which Fontfcolour scheme vou prefer

The loak and feel of the Self Sevice Partal is cuskamised using the Setup Cansale,
bt the ook and Feel of the Specialist web Interface must be specified now,

() Classic Look

(%) Modern Look

B0 DG %RS Y

Message: has been logged with you as the specialist

[ < Back ]| Mext > | [ Cancel ]

Select the required Web Interface Look and Feel. Please note this choice only affects the Specialist
and Legacy Customer Web Interfaces.



i Su pportDeskWI - Install5hield Wizard

Setup Type

Choaose the setup bype that best suits your needs,

Flease select a setup kype.

&l prograrn Features will be installed. (Requires the mask disk.
space. )

Choose which program Features wvou want installed and where they
will be installed. Recommended for advanced users,

[ < Back. ” Mexk = ] [ Cancel

Select the Complete setup type.

i Su pportDeskWI - InstallShield Wizard

Ready to Install the Program

The wizard is ready ko begin installation,

Click Install ko begin the installation.

If wou want ko review or change any of waour installation settings, click Back, Click Cancel to
exit the wizard,

[ <= Back ]| Install i [ Carcel

Click Install to start the installation process.



i Su pportDeskW] Installer Information X

You must reskart your system For the configuration
changes made to SupportDeskw] to take effect, Click
‘Wes bo restart now or Mo if you plan to restart later,

Once the Installation has completed a restart may be necessary.



Configuration

Setting up the Specialist Web Interface
Before you can use the Specialist Web Interface you must use the SupportDesk Web Admin to connect
the Web Interface to the existing SupportDesk Database.

The SupportDesk Web Admin can be launched from the Richmond Systems program group in the
Windows Start menu.

Allprograms B | B Richmond Systems (B @) SupportDesk

‘ @ SupportDesk Web Interfaces » | qﬁ Self Service Portal >

" |
Log Off Turn OFf Computer -
@‘ (D [ @ Specialist Web Interface  » @'] SupportDesk Web Admin

@ SupportDesk Web Interface




@ Web set up & Diagnostic tool

This application is designed for use with the SupportDesk Web
Interface. Use the program to edit the web Interface INI file.
The INI File can be found on the web server.

Click here to set up the "WEB.INI' file.

The Web set up & Diagnostic tool is designed to be used with
Internet Explorer 6 and above or Netscape Navigator 8 and
above. The Web set up tool can work with some versions of
Firefox and Opera also.

Click here to Proceed to the Web Interface.
Login>_
5/

Click on the link labelled Click here to set up the ‘WEB.INI’ file.

,ﬁ INI File selection

[c:\Program Files\ComPlus Applications\SupportDesk\Web.ini | [:]

X Configure INI file

Use this to set up or edit the web INI file .The web INI file
contains parameters which affect how SupportDesk is run toggling
the settings will switch on or off specific functionality.

.

-@ Diagnostic Section

This section is for after the web INI file has been completed. Use
the individual tests to check specific configurations of the web site
or run through all the tests for a report.

Click on the link labelled Configure INI file.



Name of SQL Server to connect to: |<Computer Name>|
DB name: |igpdesk

Username :| Pwd :

g &

The name of the computer that is hosting the SupportDesk Database needs to be entered into the
Name of SQL Server to connect to: text box.

Enter the password for the RICHSA user in the Pwd text box. The default password for the RICHSA
user is "richmond"

Click on the Test button to confirm that the SQL Server name and the RICHSA password have been
entered correctly.

Note: A variety of options can be configured from within the SupportDesk Web Admin. These setting
are beyond the scope of this document and are not required to be configured in order to use the
SupportDesk Web Interface.

W

Start Page
Click on the Start Page icon on the tool bar to return to the main page.

The SupportDesk Web Interface is now ready to use. The Web Interface can be launched by clicking
on the link Click here to proceed to the Web Interface or from the Richmond Systems program group in
the Windows Start menu



3 Richmond SupportDesk Web Interface - Specialist Login - Microsoft Internet Explorer |Z||E|g|
File Edit ‘iew Favorites Tools  Help 11.’

\_}} \_/I \ﬂ @ _;\_| /;__\1 Search “{;i'f’ Fawarites 6‘3 [j':- j_?— '3

Address @ https/ flocalhost)SupportDeskal

v| Go Links *

Specialist Login

Please enter your username and password:

User ID: | |

Password: | | [ Login |

O

Remember my 1D and Passwaoard

Click here for Browser information ==

@ Done

‘-ﬂ Local inkranet

The Specialist Login provides access for the Service Desk staff to be able to add, monitor, and manage
Incident records.

The Specialist Login can be access using the default SupportDesk user called Richmond.

In the User ID text box enter the name "Richmond”. In the Password text box enter the password
"richmond". Click on the Login



Setting up the Self Service Portal
Before you can use the Self Service Portal, you must use the SupportDesk Self Service Portal Web
Admin to connect to the existing SupportDesk Database.

The SupportDesk Web Admin can be launched from the Richmond Systems program group in the
Windows Start menu.

Ml SupportDesk Web Interfaces b‘ fil Self Service Portal b} 32 Self Service Portal Administration

# | Log Off Turn OFf Computer =
9 l @ Specialist Web Interface > @ SupportDesk Self Service Portal

N8 @) 1023

Once opening you will be presented with this screen. If the default installation path was chosen then
the existing settings will be loaded automatically.

@ Self Service Portal - Web Admin X]

Wwieh Config File ; n:::"-.ir'uet b oot supportdesk Bhcustomensebhweb, confi | [ ]

D atabase Connection Settings Advanced Database Options
Connection Pooling allows database connections ko
SHL Server: | | be maintained to facilitate quicker databasze access.
Catabasze |rsupdesk | Minimum poal 4] &

. Save o Exit

In a default configuration, all that needs to be entered is the SQL Server name. Once saved you can
close the Web Admin application, and open the Self Service Portal Web Site from the Start Menu.



2} SupportDesk Login - Microsoft Internet Explorer

Fle Edit ‘“iew Favorites Tools Help

QBack @ - @ @ \/_:j J':.)Search \;n_"\s-‘Favorites @ Bv ..{_% .‘ﬁ

&ddress @ httpefflacalhost fSuppartDeskssey |:|_\| &

»_ RICHVIOND
Q

User Iy ||

Password: |

Login [remember me

Click here to create a new user account

I@ ‘ﬂ Local intranet

Please note the first time the Self Service Portal is started it may take a few seconds, this only happens
the first time the web site starts. Subsequent navigations to the Self Service Portal will open
instantaneously.

Once the login screen appears, click on the link at the bottom of the page to create a new user account.
The Registration wizard will then start. The registration process will gather the users email address,
login ID, password and basic contact information. The contact information is configurable.

<l Create New Account - Microsoft Internet Explorer

File Edit “iew Favorites Tools  Help

@Back - -\) @ @ \/_;j pSearch ‘E/J:{Favorites @ B' »i_;

Address @ http: fflocalhostfSupportDeskSSPRegister, aspx?action=load

Create New Account

Welcome to the Create New Account Wizard

Please Follow the on-screen instructions provided and the wizard will guide wou through the service desk registration process,

Click "Mext' to begin,

) C =)

‘ﬂ Local intranet




2} Create New Account - Microsoft Internet Explorer

Fle Edit ‘“iew Favorites Tools Help

@Back - -.\-;] @ @ \/_:j pSearch "anl'\s-‘Favorites @ Bv ..{_; .‘ﬁ

Address |@ http: fflocalhost fSuppartDeskSSP R egister, aspx?action=load WM

leo

Create New Account

Please enter your E-mail address (255 charackers max):
luser@campany. com

e ) ( )

Cancel J

‘ﬂ Local intranet

2l Create New Account - Microsoft Internet Explorer

Fle Edit “iew Favorites Tools Help

@Back - -Q @ @ \/_;j pSearch ";'Vn\"s-‘Favorites @' B' h‘:—% -\ﬁ

Address |@ http: jflocalhaostfSupportDesksSPIRegister . aspx?action=load

v|G0

Create New Account

Please enter a User ID and Password For wour account:

User ID: [ryiiser |+

Password: [oennne |+

|>|c

Confirm Password: |ouu.

oo ) ( ) €

Lirks

|

I@ Done

‘ﬂ Local intranet




2} Create New Account - Microsoft Internet Explorer Z“E”§|

File Edit “iew Favorites Tools  Help ﬂ.

@Back - -,\_:l @ @ \I_;j pSearch ‘E/‘_nl's-‘Favorites @ B' »i_; -ﬁ

Address @ http: jflocalhost fSupportDeskssPRegister, aspx?action=load V| G Lirks *

B2

Create New Account

Please enter vour details using the Form below:

Surname *
|

1
------------------------------------------ T L LR T
[Forename ‘Demanstration

.

___________________________________________________________________________________

. . - A
Previous | Firish | Cancel

| £

5] pone ‘ﬂ Local intranet

<l Create New Account - Microsoft Internet Explorer

File Edit ‘“iew Favorites Tools  Help

@Back - -k_;l E @ \I_;j pSearch ‘Zjnl's-‘Favorites @ B' ki_; E -ﬁ

Address |@ http: fflocalhost fSupportDeskSSP R egister, aspx?action=load

Create New Account

Thank ¥ou. You will shortly receive an E-mail confirming your registration.
Please dick here bo return bo the login page.,

‘ﬂ Local intranet

Once registered the user will receive an email advising them of their registration status. The possible
statuses are Pending Verification and Verified. The status which new users are created into is
configurable via the Setup Console.

To read about the multitude of configuration options please read the Configuring the Self Service Portal
document.



