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AccessAble Help Desk Pro 2007 Windows Application
Introduction

This is version 2007 of AccessAble Help Desk Pro Edition - released in January
2007.

¥ AccessAble Help Desk Pro Edition - 2007

Fle Edt Reports Uty Meny Window Heb
| 4 &) e . '
Iniio ] =4 p
8 Requests | muset ic g 1210 | Krivsdedge Base I
Fequest Reports ~ | Computer Reports ~ | Pesipheral Reposts ~ MM'|WWDRWG',EMMWNNB,RMMI
I Browse the Requests File LB® m i
| Iodify V-ew] Besel View I Define Misws Locate: { Main Filos
Lookup Tables
0] Requestar Status Priarity Location Depariment & Reports
] 1 John Doe Closed Meormal Headquarters Arcounting
] 2John Doe Closed Mormal Headquarters Accounting Ciystal Aeports and Chaits
re
a 4 John Das Open Mormal Haadquarters Accounting . Pl Chac by Type
H Bar Chart by Requestor
TR 3 5 .Pﬁuﬂmﬂyﬂm
ouput Al || Pt || copy || mew [ Bt || petete | [ﬁ Bar Chart by Month
Request: |John needs some software purchased and installed. . Pie Chan By Month
Action; Install and 1est software. M BeLaltaly
H Line Chart by Week B
[ QuickFilter ] [ Query l I Resat ] [ Styler I l Rafresh l I Close l

The push button menu included in earlier versions has been replaced. | now include
a dock able Task Bar, available on the utility menu. Query Drop down lists on
browse screens have been replaced with Query and Reset buttons. The new Quick
Filter button is for those times when you don't need to save a search or to query on
multiple fields. It just allows you to select a single field and search for records equal
to a single value. A Locate box has been added to some of the browse screens.
This will allow you to type the first few characters of the column you are sorted on
and when you press TAB or ENTER the cursor will zoom to the first matching
characters.

Many changes have been made to the database structure and to the design of the
windows application. These changes are noted throughout this help file.

One change in version 2007 that many may find useful is the Default Values screen.
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1.2

On the right hand side of the screen are default values (read from an .ini file). You
may enter new values on the left side of the screen. The first options are for the
days to add to the current date and the minutes to add to the current time used for
setting default Due Date and Due Time. You may enter a value to be used by
default when adding a new request, and a default value to use when marking a
request as complete. You may also enter a default Priority such as Normal for new
requests.

Global Default ¥alues

Set Default Y alues Walues in ini File
[rays to Add; 0| [rays to Add Walue in IMI: 1
Minutes o Add: ] Minutes to Add from (M1 a0
Mew Status: Drefault 4 alue for Mesw from [M]; Open
Complate Value: Default Yalue for Complete fram 1M1 | Clazed
Pricrity * alue: Default Priority % alue from [M]: Farmal

MOTE: If you change one value, change all.

| ok | [ Close |

Main Menu

This is the main menu for AAHD Pro Edition 2007. This is a little different than 2.59.
Standard drop down menus are available while a set of tool bar buttons allow quick
access to the main files. Drop down buttons on a second tool bar allow you to easily
select a report, open a Crystal Report by browsing for the file, and a button to access
the Report Builder.

Dennis Baggott and Sons (2001 - 2007)
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¥ AccessAble Help Desk Pro Edition - 2007

Task Bar

Starting at the far left are drop down menus beginning with the File menu. This is a
good place to start. The menu options here begin with the main files, the files you
will be using most often,

Support Requests

Edit Requests by Update Form
User Information

Computer Inventory

Software Inventary

Peripherals Irnventory

Krnowledges Base

Loakup Tables »
Prink Seftup ...

Exit

followed by the lookup tables. In order to speed data entry, lookup tables are used at
many places in the program. Selecting a value from a drop down list is much quicker
than typing a frequently used value over and over again. Also when some selections
are made from a drop down list, other values are "looked up" and filled in from the
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lookup tables.

Applicaton Mames Lookup Table

Buildings Lookup Table

Commion Solukions Lookup Table
Departments Lookup Table
Equipment Status Lookup Table
Knowledge Base Topics Lookup Table
Krowledge Base Subtopics Lookup Table
Location Lookup Table
Manufacturers Lookup Table

Model Lookup Table

Cperating System Lookup Table
Peripheral Types Lookup Table
Request Types Lookup Table
Request Cateqory Lookup Table
Reguest Priority Lookup Table
Reguest Status Lookup Table

Rooms Lookup Table

Technicians Lookup Table

Update Types Lookup Table

Wendor Information

After the File Menu is the normal Edit menu, followed the Reports drop down menu.
Now, there are two kinds of reports. The standard reports are compiled into the
application and can be filtered using the Query Wizard.

Standard Reports - and Wizards
Cryskal Reports - Requests
Cryskal Reports - Maore Reports L4

Cpen Crystal Repork File by Mame. ..

For those that use Microsoft's Excel there are also spreadsheet wizards which let you
define, and query, layouts which will then export the data to an Excel Spreadsheet. |
include with the Standard reports Custom Report Wizards which let you create
simple list style reports. T. The other kind of reports are provided in Crystal Reports
9.0 format and the install will include the runtime files required to print and export
these reports. These CR Reports cannot be filtered using the Query Wizard.
However, if you have a full version of Crystal Reports you can modify these reports,
or create your own reports using the AAPRO2007 DSN. | have included a menu
option to let you browse to a file location from within the program so you can run any
of your own created reports.
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B Assigned

Ew Date

Ev Department

Ev Department - Wave

Ev Location

Ev Requestor - Wave

B Status

Ev Tvpe

Request History

Graphical Reguest Reporks  #

After the Reports drop down menu is a Utilities menu option. This menu will let you
select a Color Scheme, (New in version 2007_ Set some Default Value, New in
version 2.59 is a Staff Chat option. This would let you chat with other support
personnel who have the Chat window open, and also new in version 2007 - activate
the Task Bar.

Task Bar

Set Program Defaults

Choose Colars
Skaff Chak
Impork Data 4

Next are drop down menus for the Windows you have open, and the Help menu
options.

This version includes a Task Bar, a button style menu that can be docked (the
default) or "float".

Dennis Baggott and Sons (2001 - 2007)
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1.3 Installation Notes

Installation Notes

The default installation should be accepted in most cases. However, if you have the full version of
Crystal Reports installed, you might want to choose the custom installation and deselect the runtime
files. Also, if the computer you are installing the program on will NOT be also serving the web pages,
you might want to de-select the web pages installation.

When multiple technicians will be using the program in shared mode, it will be necessary for them to
move one of the aapro2007.mdb files to a location on a common server. Then, using the ODBC
Applet in control panel, they will each need to modify the DSN AAPRO2007 to point to the location of
the shared database - aapro2007.mdb

The default installation will place the database file in c:\inetpub\wwwroot\aahdpro2

While the windows application and the Crystal Reports use the ODBC DSN to connect to the database,
the web interface uses a DSN-Less connection as specified in the common.asp file - please see the
section on the web interface for more information on setting up and using the web pages. While you
can use any HTML editor to modify the .html pages, | recommend using only Notepad.exe to edit the
.asp pages. You will need at least to make some changes to the common.asp file - especially if the
database is not going to be in the expected directory - c:\ineptub\wwwroot\aahdpro2

Because | can't know the IP address of host name of your web server, | have the server url as
localhost. So, open the file common.asp and look for the line below. Replace localhost with your
server ip address, or maybe domain name:

ServerURL = "http://localhost/.."

The database connection is also set in the common.asp file, so look for and modify if needed the lines
below in the common.asp file:

ConnectionString = "Provider=Microsoft.Jet. OLEDB.4.0;User ID=Admin;Data
Source=C:\Inetpub\wwwroot\aahdpro2\aapro2007.mdb;Persist Security Info=False"
User = "Admin"

Password ="

1.4  Style Manager

The style manager will let you emphasize problems with conditions you specify by changing the fonts
and colors for either individual columns or all columns. You can access the Style Manager by clicking
the Style Manager button or pressing the CTRL key and then the S key. You will first see a screen like
the one below:

Dennis Baggott and Sons (2001 - 2007)
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Style manager

Stule name

' W hewRenguest

CompleteRequests

Inzert ] [ Change ”

Delete

Cloze

| have defined two styles as you see in this list. | have named one New and the other Complete
Requests. Click the Change button on the style named Complete and you would see a screen like the

one below.

Change style [User]

General |E|:|I|:|r and Fant |

Apply this stule for fields:

FieldM ame FieldDesc .
« FReqRequestD D

+ ReqRequestar Requestar

« HReqgStatuz Statusz

«  FReqPriarty Request Priarity

« ReqDept Departrment

# DeonDanliabe Maka Damiiaat Mista b
Style name:

Ewaluate this text:  |ReqStatus = Closed'

Show tip as; | Shiow Style Harne

Enabled

ok ] [ Cancel

There are two tabs on this screen. First you will notice | have a check mark by all fields. You can
select individual fields (columns) by double clicking them or Right Click and choose Select all, as |

Dennis Baggott and Sons (2001 - 2007)
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have done. Next enter a name for the Style.

In the Evaluate this text: box | have Req:Status = 'Closed'. Suppose you wanted to create a style for
requests that are not New and are not Complete. You would enter the text: Req:Status <> 'New' and
Req:Status <> 'Closed'. Itis really not hard.

The next choice is to show the tool tip. You can choose None at all, the Style Name, the Expression
Text (in the case above just the word 'Complete’) or Custom Text (anything you want to type) or more
useful maybe, is evaluate custom text. For example, if you want the tip to show part of the request
details you could enter Req:Details as the Evaluate Custom Text.

The second tab is where you set up fonts and colors to emphasize the rows that match your text.

General Color and Fant

Fareground calor:

Background calar;
Fareground selected caolor:

Background zelected colar:

Style -~

Select font ] [ Shole #11

Test string for listbox wio stuls Shle #13 M

Enabled ok l [ Cancel

| recommend at first to use one of the predefined styles to highlight rows matching your condition.

1.5 Query Wizard

The Query Wizard provides a quick and easy way to filter data either for display on browse screens or
to filter reports. Most browse screens now include a Quick Filter button. This is great for when you
want to search a single field for a specific value. Just like when you have created a query using the
Query option, the Reset button will remove the filter created by the Quick Filter button.

Dennis Baggott and Sons (2001 - 2007)
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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.

{(New Query)

Query Wizard
Field Selection

l Select a field from the list below.

Fields to Evaluate A
FPhone Murmber
Request Category
Request Cost
Request Date
Request Detailz
Request Priarity
Fequest Time
Request Tupe
Requestar
Room
Status.
Taken By
N Time To Complete
Walue Entry Wwork, Order M umber
0| &

Operatio

| i

< Back E_ﬂe:-:b J [ 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.

Dennis Baggott and Sons (2001 - 2007)
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{(New Query)

Query Wizard
Operation Selection

'\ Select a guery operation to perform on the zelected field,
-

Status

[Quern Operations

e MOT Equal To
|2 Greater Than
Iz Lezs Than
|z Greater Than or Equal To
|z Lesz Than or Equal Ta

|z Eetween
|2 Mat Between
- . Begins With
Field Selection Ezﬁltr;isns !
@ Cperation Selection Doesz NOT Begin'#ith

Doez MOT Contain
Yalug Entry

[ < Back ]L_ﬂe:-:b J [ 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.

Dennis Baggott and Sons (2001 - 2007)
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(New Query)

Query Wizard
Yalue Entry

Enter a value to complete your expression.

(%) Constant Walue () Another Field () Expression
Status Is HOT Equal To:

New

Field Selection

[ ] Compare Using Caze Sensitive Matching

[ < Back Ji_ﬂexb I [ Cancel ]

Finally, give you query a meaningful name. Click OK and the data is filtered as specified.

Dennis Baggott and Sons (2001 - 2007)
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(New Query)

Query Wizard
q Add conditions by prezsing the AMD or OF buttons.,

Presz Change or Delete to modify a condition.

Current Quer
Statuz |z NOT Equal To New

FIE‘ll:I EiE' I::[iljﬂ

i i

=
=
=
=
)
[

Group || ¥ [Ehange ] [ Delete ]

uinish J [ Cancel ]

¥ Adding a New Query

Cuery Dezcription: I Status iz Mok Mew

Enter a description far the new querny. L 0k J [ Cancel J

1.6 View Wizard

This version (2007) provides a View Wizard to allow you to customize browse screen displays. Buttons
will allow you to Modify the View by choosing which fields to display and in which order. If you think you
want to keep the view you are modifying don't forget to click the Save button, to Reset the View
(restore the default browse setup if something goes wrong, or you like the default arrangement of

rows), or to Define View. The Define Views option lets you Add or Delete views, copy a view to create
one that is similar, and so on.

Dennis Baggott and Sons (2001 - 2007)
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¥ Define Views

| "iew Mame

Copy...
Modify....

Bename...

Delete

Select

1=
X

Cloze

Colurmnz Dizplayed

ID, Requestar, Statuz, Priarity, Lacation, Department, Bequest
Date, Request Time, Tvpe, Categary, Building, Room, Details,

Sart Order
<Request D ate:

You can set sort orders by clicking on column heading, or right click on a column heading to get a pop

up menu like below.

Hide Calumn
Shows Column, .

Sork sscending
Sort Descending
Rermove Custom Sork

The screen shots below show the steps of using the View Wizard.

Dennis Baggott and Sons (2001 - 2007)



AccessAble Help Desk Pro 2007 Windows Application 17

Modify View Format [Example View)

Define the Column Layout

Select from the "“Awvailable figlds" thoze fields you wish to dizplay. When the
wizard iz finished, the selected fields will appear in columnz, from left to right.

Ayailable fields: Shiow theze fields in thiz order;

Building ] 0 2
Compy A ) —
Ernil Statug =
Crdertr Pricrity
FcSenaltr Lacation
= [¢-Defaits 5] [Depatimen
o ¢- Defaults -» Epartme
= Request Date
. Modify Column Heading | X | ?ﬁg:est Time
Cateqory
iqi i Detailz
Original Calurmn Heading: Requestar Assigned
o D D_ate
Replacement Heading: IM - Due Time )

L OF. ” Cancel ] E] E]

< Back L Mewt - J [ Ok H Cancel

Modify View Format (Example View)

Select a Sort Order for the Yiew

Y'ou may gelect from a predefined sort order or create a custorm sort arder of pour
own, Cugtom sort orders should only be uzed when acceszing a limited amount of
data ar when defining the zart arder for a report ar ather autput.

) Use the Default Sort Order

) Select a Predefined Sort Order [fastest)
{#) Define Your Own Custom Sort Order [slowest]

i Eefine Sart Order '

Sort Order
<Request Dater, Requestor

Colurmn Lapaut

@ Sort Order

[ < Back H Mest ] [ ]9 H Cancel
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Sart Wiew by

O Ascanding
() Descending
Then by: Clear Al

|Fiequest|:ur ﬂ ® -"-"-Slzenu:hng
() Descending

Ther by:

|[r'u:|ne] ﬂ

Then by:

| =

Ignore Distinction Between Upper and Lower Case

bdodify Siew ‘ ‘ Eeset Wiew ‘ Define Yiews Locate: |:|
n] End Llser Status Priority Location )
@ 3.312JohnDoe e M ormal Headguarters

C 4 dohn Doe Cpen Mormal Headguarters

a Zlohn Doe Y orma eadquarters

a _In:nhn Doe ] Y orma eadquarters

@ 3307 John Doe Complete Mormal Headguarters

@ [(32John Doe Complete Marmal Headguarters

14 44 A4 | » | be| kI £ | » v
Cutput All || Brint || Copy || ey || Edit || Delete |

Reguest: |error received during start-up, see email.

Action: | used to regedit to remove cfgsafe fram Run on startup.

|QuickFiIter|| Query || Beset | | otyler ||Refresh || Close |

I hope many will find this View Wizard useful and an improvement on the list formatting options from
earlier versions.

Dennis Baggott and Sons (2001 - 2007)



AccessAble Help Desk 2007 Web Interface 19

2 AccessAble Help Desk 2007 Web Interface

2.1 Web Interface

The Web Page interface is provided in a separate setup with a separate help file with the release of
AccessAble Help Desk Pro Edition version 2007.

3 Main Files

3.1 Browse Users
Browse the Users File

This screen is used to view user information. It shows User information in rows and columns like a
spreadsheet.

#* Browse the Users File

Madify Wiew | Reset View | ‘ Define Wiews Locate:
IO Full Mame Last Mame First Mame Location Department Building
1 Admin Account  Account Admin Headouarters T Adrmin Eldg
2 John Doe Doe John Headguarters Accounting Admin Eldg
1444 4+ BB M £ >
Cutput All H Print ] ’ M ey ] [ Edit ] ’ Delete ]
Com ] [am ]

At the top of the screen is a locate box. This will allow you to enter the first few characters of the
column you have sorted on and zoom to the first matching row. The Query button will allow you to use
the Query Wizard to create more complex queries to filter the browse screen or to select a previously
created query. The Reset button will remove any filter condition created with the Query button.

Buttons at the bottom of this screen let you Add a new record, Change the selected record, or Delete
the selected record. A Print button will let you preview a report of the currently selected record. The
Output All button will launch Microsoft Excel (if you have it installed) with a spreadsheet containing all
the records as displayed in the browse screen. A Copy button will allow you to create a duplicate of the
selected record and then change any values to create a new user record based on the selected record.

Dennis Baggott and Sons (2001 - 2007)
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3.2

Update Users

Update the Users File

This screen is used to add a new user record, or to change an existing record. A unique UID field will
be incremented by 1 each time you add a new user record. The FullName field is used in many placed
in the program to let you select the user from a drop down list. The Full Nam is a required field and
you wont' be able to add a new record without some unique value in that field. Last Name (sur name)
and First Name fields have been added in version 2007. Web Login and Web Password fields are
important if you will be using the AAHD Pro Edition web interface to allow users to submit requests for
support via browser and view their requests. A Security Level field defaults to 1 for a new user, and
this is also used by the web page interface. If a user tries to access a web page that has a higher
security level that defined here will be returned to the Login screen so they can login as user with the
appropriate security level. The Department and Location fields can be quickly selected from the drop
down list boxes. If you have not already set up the Lookup table for Department and Location, you can
type a new value in the list box and it will be added to the lookup table. NOTE: If you are only using the
single location field you can use the drop down list, but if you want to use Location information added in
version 2007 (address, city, state, etc) then click the ... button and use that screen to select the
location. If you use that option when adding a new user, the contact information for the location will be
added to the user record you are adding.

i* Record Will Be Changed (Admin Account)

1] Uzer Information | 2] Contact [nformation | 3] Servers and Logins | 4] Metwark Info and Motes
1D 1

Full M ame:; Admin Account
Lazt Marme: Account

First Marme: Adrir

“Web Login: adrmin

web Paszword: admin

Seclevel ]
Departrent: IT % | Location: Headquarters w [:J
Building; Admin Bldg w | Foom: IT Office hd

‘ 8 Fequests

Buttons are provided on the first tab to allow you to quickly access related Requests, Computer(s) and
Peripheral(s) for each user record.

@ | . .
C t : Peripheral Frint ] C I
‘il ompLters ‘ ‘ . eripheralz ‘ Tin ‘ ‘ al ‘ ‘ Cance ‘

Notice on the contact tab below, | have added an Extension field. This is since many users may be at
the same location and have the same main phone number, but a different extension number.
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1] Uzer Information | 2] Contact Infarmation | 3] Servers and Loging | 4] Metwork Info and Motes

Phiore: 999-1234 Estenzion: 911

E mail &ddress: admin@zample. com
b ailing Address: 1010 East Tenth Strest

City: Somecity
State: G,

Zip 300301234
Fax: 933-1234
Cell Phote: 933-431
Pager:

The third tab allows you to record (optionally) up to 3 sets of credentials for a user. In many
organization, lost or forgotten passwords are the source of many help desk calls. This tab may be
useful.

1] Uzer Information || 2] Contact Information | 3] Servers and Loging | 4] Netwark [nfo and Motes
Server 1: |

Login 1:

Paszword:

Server Z:

Login 2

Paszword 2:

Server 3

Logina:

Paszward 3:

The final tab provides information you may want to record about a users Domain, workgroup etc.
A user type field has been added in this release (2007) and in addition to a Notes field, this tab has a
Document Link field which may be useful for associating a file with each user record.
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3.3

1] Uszer Information || 2] Contact Infarmation | 3] Servers and Loging | 4] Metwork Info and Motes

Dromair:
Whorkigroup:
Metwork. Client:
Clignt Wersian:

IJzer Type:

M obes:

Drocument Link;

HOUS A,
ADMIM
ticrozoft

A0
Adminiztration - Staff

Thiz iz a zample recard. If pou are using the web interface you will need to have
at leazt one account with a securnity level of 3 ar higher.

(]

Browse Requests

Browse the Requests File

This is the screen you will use most often. It shows support requests in rows and columns like a
spreadsheet. | have set up a small icon on the ID field to help you quickly see requests by Status. A
red icon will indicate requests where the status is equal to the default status for New Records, a Green
Icon for requests with status equal to your default status for completed requests, and a Blue icon for
other request statuses. Modify, Reset and Define View buttons allow you to use the View Wizard to
create, or select a view for the columns displayed.
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£ Browse the Requests File

‘Mndif}r e ‘ ‘ Beset “Wiew ‘ ‘ Define Views Locate:
] Reguestar Status Priarity Lacation Department
a 1 John Doe Closed Mormal Headquarters Accounting
a 2John Daoe Closed Hormal Headquarters Accounting
] 4 Jahn Dae Clpen Marmal Headquarters Accounting
4 44 4k FE H 4 >
Clutput All ” Brint “ Copy H [ e ” Edit H Delete l

Reguest:  [This iz another sample. Changed the buttons to use different colors
based on new default values.

Action:

| Quickfiter || Query || Reset | | Styler | [ Refiesh | | Close |

The columns displayed begin with an automatically generated number for each request. The Output all
button is used to export all records to an Excel spreadsheet. This may be faster and in some ways
better than the spreadsheet wizard. Also, a Style Manager has been added. This button will allow you
to set fonts and colors for rows matching conditions specified by you. You can apply formatting to any
or all columns using the new Style Manager.

The ID field is followed by the Request Date and Time, the Requestor, Type and Category of Request
and so on. The Request and Action are displayed (read only) to give you a preview as you scroll
through requests. The Quick Filter button will let you filter the data based on a single field for an exact
value. The Query button calls the Query Wizard for you to use more complex filters, and saved
queries, while the Reset button will remove any query filter and show all records.

The Print button will preview a full page report of the selected request. The New button will open an
update form for you to add a new record, while the Edit button will display the selected record. The
Delete button will remove the selected record from the database.

The Refresh button will check the database to see if records have been added or changed by another
user on the network using the Windows application, or by someone using the web interface. NOTE: In
this version updates by other users of the windows application on your LAN accessing the same
database should see changes almost immediately.

The Close button will close the browse screen.

As you navigate through the records in the browse screen, the Request and the Action fields are
displayed in large boxes so you can "preview" the record without opening the request form.
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3.4

Update Requests

Update the Requests File

This screen is used to add or update support requests. The screen is like a fill in the blank style form.
When you are adding a new request, an ID will be generated automatically and the current date and
time will be used to fill in the Request Date and Request Time fields. If adding a request from the
Update User screen, the user information will already be filled in for you. If this screen is called from
the main Browse Requests screen, when you select a user name from the drop down list, relevant
information about the user will be pulled in from the user table - this will be mostly on the second tab,
contact information.. If you are adding a request for a user that has not been created, you can just type
the user's full name in the list box and the Update User form will be popped up to let you add the user
information "on the fly". Drop down boxes let you quickly select the Type and Category of request. |
have also provided a field for you to record the serial number associated with a request. Click the ...
button to browse for the computer and select it. This may be useful in queries where you want to
determine how many requests have been related to a particular computer.

The Details text is required - you won't be able to save a request record if that field is blank. You can
type in a value for the Action field, or click the button with the magnifying glass's to search from the
Common solution table. This may save you some typing if you think about how many times an action
taken or planned is a "common" solution, such as Reset Password, install software, etc.

% Record Will Be Changed

11 Request Detailz | 2] Contact Info | 3] Completion Info | 4] Maotes | 5] History

1D 1

Request Date: 12/28/2006 Fequest Time: | 9:49 AM

R equestar: Johi Doe w | Status: Clazed "

Friarity: Marmnal v Tupe: Software v
Categary: [nztallation | PCSeralMNr 123371

Dietails: John needs some software purchased and installed.

Action: Inztall and test saftware,

Complete! | | Emailt | [ Piint Cancel | | O
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The contact information tab shown below is pulled from the user table.
1] Reguest Detailz | 2] Contact Info | 3] Completion Info || 4] Mates | 5] History

Departrment; Accounting

Building: Admin Bldg
Lacation: Headquarters
Foam: IT Office

Email &ddress: | john.doe®@sample. com

Fhone: 933-1234
Eutr: 1233

The Due Date and Due Time will be entered automatically when you add a new requests based on the

25

Default Values. The Assigned To and Completed By fields are populated from the technicians file.
When you click the Complete Button the current date and time are used to fill in the Complete Date
and Time, Complete is set to Y and the Completed By value is set based on the Assigned To value.

11 Request Detailz | 2] Contact Info | 2] Completion Info | 4] Maotes | 5] History

Due D ate: Diae Timne: 1:44 Ph
Azsigned To: Joe Tech w Completed By: Joe Tech
Cornplete D ate: 1243042008 Cornplete Time 1:23 P
Complete: Y Tirme Ta Camplete:

Request Cost;

Order Mumber:

The fourth Tab lets you add any notes, and new in version 2007, a document may be associated with

each request.
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1] Reguest Detailz | 2] Contact Info || 3] Completion Info | 4] Mates | 5] History

Maotes: ifou can record and additional notes about a request here. The Document
Iink will let you azsociate a document with each request.

Ciocument Link: E]

The History Tab is new in version 2007 and will let those that have a need, record subsequent or follow
up items with each request.

11 Request Detailz | 2] Contact Info | 2] Completion Info || 4] Maotes | 5] History

REQ IO ID Ipdate Type Ipdate Date |Ipdated By Dretailz
2 B Final Completion  12/29/2008 Joe Tech Received and inztalled Rak
2 5 Mare information 12/28/2006 Joe Tech Ordered Ram. Should be here §
B4 44 4 |k FF FI < ¥
[ Inzert “ Change “ Delete ]

(NOTE: if you are using the web interface you may only be updating records, the adding of requests
would be done by the end user via the web pages.)
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3.5 Browse Computers

Browse the Computers File

"' Browse the Computers File

‘Mndif}r View‘ ‘ Heset Wiew ‘ ‘ Define Wiews SRR
0 Manufacturer  Model Aszsigned | Location Department Building Roorm
E 1 IEh T23 John Doe  Headquarters Accounting Admin Bldg IT Ofﬁ[;
A4 4| F [ Fr Kl 4 ¥
Catput All ] l Erint ] [ Copy H ey ] [ Edit l [ Delete ]
[QuickFiIter] [ Cluery ]

This screen is used to view computer information. It shows computer information in rows and
columns like a spreadsheet.

Buttons at the bottom of this screen let you Add a new record, Change the selected record, or Delete

the selected record. A Copy button will create a duplicate record, just changing the ID field. This may
be helpful if you want to modify a similar record, to just change the assigned user or a few other fields.
A print button will print a full page report of the selected record.

3.6  Update Computers

Update the Computers File

This screen is used to add or update information about a computer. A button is provided to launch the
software installed on that PC screen. The ID is an automatically generated number for each computer
record you add. When you select the Person assigned a computer from the drop down list, the
Location, Department, Room and Building will be looked up and filled in for you from the user record.
New in version 2007 is a Status field to let you record the status of the computer (in use, being
repaired, etc). You can next record a unique Asset ID and Serial Number for each computer. The last
field on the first tab is for the Manufacturer of the computer.
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" Record Will Be Changed (1)

1] Camputer | 2] Computer [cont.] | 3] Camputer [cont. 2] || 4] Camnmputer [cont, 3]
1D 1

Azzighed: John Doe w

Location: Headquarters

Department; Accaunting

Building: Admin Bldg

Room: IT Office

Status: Active b

Azzet [0 123

Serial: 123321

b anufacturer: B W
. Software | Frint ‘ ‘ ak ‘ ‘ Cancel ‘

The next tab lets you record the model number of the PC. Next, select the PC Operating System from
the drop down list. You may also record the OS version (or service pack level) of the PC. A character
field is provided to let you enter the CPU type (Pentium, PIII, etc) and a numeric field is provided to let
you record the CPU speed of the computer. Numeric fields are also provided to let you enter the
amount of installed RAM and the size of the Hard Disk Drive. A character field will let you record
information about the CD in the computer, such as CD/RW, DVD, etc. The BIOS Date can be entered
manually or by using the Calendar popup. You can select the Vendor you purchased the computer
from using the drop down list.

1] Computer | 2] Computer [cont.] | 3] Computer [cont. 2] || 4] Computer [cont. 3]

Model: T23 hd

Operating Systern: 'windows 2000 Pro Ed w

05 Yerzion: SP4

CPU: Pentiurn [V

Cpu Speed: 1.200

Ramm: a12

Hard Dizk: 40

CD Rom: Internal COR-0YD

Bios Date: 12/01 /2004

Yendor: COM v

The third tab lets you record additional information such as the Purchase Type (some organizations
lease computers rather than a purchase), the cost, and so on.
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1] Computer || 2] Computer [cont.] | 3] Computer [cont. 2] | 4] Computer [cont. 3]

Purchaze Tupe: Purchasze!

Ciost: $1.324.00

Acquistion Date: 12/01/2005
Purchaze Order: PO 123

Imvoice: IMW 123

IInder W arranty: ¥

Wiarranty [0 12313

E xpiration Date: 1/01 /2007
MIC: Intel Ethernet

MIC Address: AABECC

The final tab lets you enter information about the network connections for the PC as well as support
phone number and web site.

You may also enter additional notes about a computer and new in version 2007 is a document link field
to let you associate a file

with the computer.

1] Computer | 2] Computer [cont.] | 3] Computer [cont. 2] | 4] Computer [cont. 3]

TCFIF: 111.22.33.444
Hukb: 1B
Part: 12

Support Phone:

Wieb Site: hittp: /A, cdw, com

Mates: Thiz iz a zample computer record.

k)

Dracument Link:

3.7 Browse Software
Browse the Software File

This screen shows the software inventory in rows and columns like a spread sheet.
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3.8

Ed Browse the Software File

‘Mndif},ﬂ View‘ ‘ Eeset Wiew ‘ ‘ Define Yiews ‘ Locate:
S D PCID Frograrn Mame Wersion Assigned “endor htfyy
E 1 1 AccessAble Help Desk Fro Edition 2007 John Doe Dennis Baggott aDennE
444 4| k[ M £ >
Cutput All H Print I | Copy ‘ | Mew H Edit l | Delete ‘
| CuickFilter ‘ | Query I | Close

Buttons at the bottom of this screen let you Add a new record, Change the selected record, or Delete
the selected record. A copy button will create a new record that is a duplicate of the selected record
which can then modify selected fields without having to create a new record from scratch. A Print
button will let you preview a report of the currently selected record. An Output All button will launch
Microsoft Excel (if you have it installed) with a spreadsheet containing all the records as displayed in
the browse screen

Buttons at the bottom of this screen let you Add a new record, Change the selected record, or Delete
the selected record.

Update Software

Update the Software File
This screen is used to add or change software in use at your organization.
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Ed Record Will Be Changed (1)

1] Software |2] Software [cont.] || 3] Saftware [cont. 2] |
Siwf 1D |1 |
Installed on PC: [1] v | E]
Program Mame: |Accesstble Help Desk Pra Edition ¥ |
Wersion: | 2007 |
Yendor: [Denniz Baggatt and Sons |
&zsigned: [John Do |
Location: |Headquarters |
Department; | &z counting |
Building: | &sdmin Bldg |
Room: |IT Office |
[ ak. l [ Cancel
1] Softveare | 2] Software [cont.] |§] Software [cont. 2]|
M anufacturer: | Denris Baggott & Sons hal
Purchaze Type: |P'un:hase |
Date Acquirsd: [12/27/2006 |
Cost
Licenze Type: |Site |
Sernial Murnber:
Cd Key |

Purchaze Order:;

[Frvoice:;

Caontract

i____

31

Dennis Baggott and Sons (2001 - 2007)




32

AccessAble Help Desk Pro Edition 2007

1] Softveare | 2] Software [cont.] | 3] Software [cont. 2]

Contract 10 |

Expiration Date;

Motes: Sample software record.

Diocurnent Link: C:\aaprodihaaprodocument. POF [:]

A Software ID field will be incremented by 1 each time you add a record. A list box is
provided to let you select the computer the software is installed on. The program
name can be selected from the drop down list box of Application Names. If you are
adding a new program which has not already been setup you can just type the new
application name in the list box and it will be added to the lookup table. A field is
provided to let you record the version number of the program. You can next select
the Vendor from the drop down list box and also enter the purchase type. This may
be different from the Site License type. For example, the purchase may have been a
one time order, or may be from a blanket purchase order. The Assigned User will be
filled in based on the Installed On PC field. You can then enter the cost of the
program. The Manufacturer can be selected from the drop down list box populated
from the Mfgs lookup table. You can next enter the License type, such as Site or
Individual. You can either type the Date Acquired or use the pop up calendar to
select the date of the purchase. Serial Number and CD Key fields are also provided
for those that want to record this information.

You can also record the Purchase Order number and Invoice number for the
purchase. Sometimes a support contract may be purchased with software (not my
software, though. Support is free to registered users, just limited to email). So | have
provided a Y or N field to indicate if a support contract has been purchased, a
Contract ID field, and a support Expiration Date field as well.

Finally, | have provided a large Notes field for any additional information you want to
record.
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3.9 Browse Peripherals

Browse the Peripherals File

This screen is used to view peripherals information. It shows peripheral information in rows and
columns like a spreadsheet.

2 Browse the Peripherals Inventory

Bdodify e H Eeset Wiew H Define YWiews Lol
ID Peripheral Type Mfg  Model Aszsigned Location Department
. 1 Printer HF  Laserjet 5  John Doe Headguarters Accounting
444 4+ | bp Kl £ b
Output All || Brint | | Copy || e | | Edit | | Delete |
| CuickFilter | | Query |

Buttons at the bottom of this screen let you Add a new record, Change the selected record, or Delete
the selected record. A copy button will create a new record that is a duplicate of the selected record
which can then modify selected fields without having to create a new record from scratch. A Print
button will let you preview a report of the currently selected record. An Output All button is used to
launch Microsoft Excel (if you have it installed) with a spreadsheet containing all the records as
displayed in the browse screen

3.10 Update Peripheral

Update the Peripherals File
This screen is used to update peripherals.
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An ID will be automatically generated each time you add a peripheral record. Select the Peripheral
Type from the drop down list. When you select the user assigned the peripheral, the values for the
Location, Department, Room and Building will be "looked up" from the user table. You then enter a
unique Asset ID and Serial Number and can select the Manufacturer from the drop down list.

2 Record Will Be Changed (1)

1] Peripheral |2] Peripheral [cont.] | 3] Peripheral [cont. 2]
AutoPerld:

Peripheral Type: | Pririte v|
Azzigned Uszer: |John Doe v/
Location: |Headquarters |
Department: |Accounting |
Building: | Bldg |
Room: |IT Office |
Azzet 10 132

Senial Mumber: 132

Manufacturer: |HP v |

|

Cancel ]

On the next tab you can select the model from the drop down list, and also select a Vendor from the
next drop down. Then enter purchasing related information, if desired. A Status field has been added
in version 2007. You may want to indicate whether a peripheral is Active, Being Repaired, etc.

& Record Will Be Changed (1)

o)X

1] Penipheral | 2] Peripheral [caont.] |3] Peripheral [cont. 2]

bodel: |Lazerjet 5 |

Wendor: |COw v
Purchaze Type: |F'urn::hase |

Cost: | $799.23 |

Acquisition D ate: [12/01/2005 |

FPurchase Order |

Irvoice: e 321 |

[Inder W arranty:

Status: |Aactive v

Yl arranty 10 | |
0k l [ Cancel ]
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If the peripheral is under warranty you may record the Expiration Date on the last tab as well as any

Notes. You may also use the new Document Link field to associated a file with the peripheral.

1] Peripheral || 2] Penpheral [cont.] | 3] Penpheral [cont. 2]

E xpiration O ate: |

Support Phone Mr:
Support *web Site: hittp:  Awana. hp.com

M ates:

Dacument Link:

3.11 Browse Knowledge Base

Browse the Knowledge Base File
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" Browse the Knowledge Base
1D Topic Zub Topic Title Ttem
1 Internet Connectivity Why do I sometimes get a 404 Error? PThis is rmost often due to eithel
14, 44 4 ¥ FE K 4 | >
| outputal | [ print | [ mew | [ Edit | | Delete |
Search String: | |
Search ] [ Reset
Buttons at the bottom of this screen let you Add a new record, Change the selected record, or Delete
the selected record. A Print button will let you preview a report of the currently selected record. New in
this version is a button to launch Microsoft Excel (if you have it installed) with a spreadsheet containing
all the records as displayed in the browse screen.
A search string box is also provided to let you enter a word or phrase to search for anywhere in any
field. Click the Reset button to remove any filter created by using this feature.
3.12 Update Knowledge Base

Update the Knowledge Base File
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B Changing a Knowledge Base Record (Why do | sometimes get a 404 Err... E|§HX|

Topic: |Internet bl

Subtopic: |Connectivity v
Title: 'Why do I sometimes get a 404 Error? Page not found |
Item: This is most often due to either a mistyped URL - the web

address - a webmaster has moved or deleted a page and
not updated hyperlinks.

Document Link: | | E]

(o | [ concel

This screen is used to update the knowledge base. You may select a Topic and Subtopic from drop

down list boxes. Then enter a title for the item and then the Item details.
4 Lookup Tables

4.1 Browse Application Names

Browse the Application Names File

4.2  Update Application Names

Update the Application Names File

¥. Changing an Applicaton Name Record

Application Mames |

App Hame: Accessnhle Help Desk Pro Editiun

o |[ cancel |
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4.3

4.4

This screen is used to add or change application names used as a lookup item when updating

software records.

Browse Category

Browse the Category File

¥ Browse the Category File

Request Categories |

Category

Basic Support

Installation

444 4|k ke kI £ [ >

New ] [ Edit ] [ Delete ]

| Close |

This screen shows the Request Category lookup table.

Update Category

Update the Category File

¥ Changing a Category Record

Category |

Category: [OEGUEEDT] |

o | [ concel |

This screen is used to add or change a request categories.
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4.5

4.6

Browse Departments

Browse the Departments File.

¥ Browse the Departments File

Deparhﬂents|

Departrent Mame

Accounting

IT
Maintenance
Savannah

A4 4| r  rr| kI £ il

New ] l Edit ] [ Delete

[ Close

Update Departments

Update the Departments File

¥ Changing a Department Record

Depaﬁmentl

Department |

ox | [ cancet |

This screen is used to add or change a department name.
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4.7 Browse Locations

Browse the Location File

¥ Browse the Location File

Locations

Location

Headquarters

Savannah

1444 4 k| ke kI £ >

New H Edit H Delete ]

| Close |

4.8 Update Locations

Update the Location File

¥ Record Will Be Changed {Headquarters)

Laczatian |

Locl:
Locaiion

Mail Address: | 1010 East Tenth Streat

City: | Somecity

St (G, |

Zip:

Phone: 1999-1234 |

[ ok l [ Cancel

This screen is used to add or update a location.
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4.9 Browse Mfgs

Browse the Manufacturers File

% Browse the Mfgs File

41

Manufacturers
Mfg Web Site FPhone Ermnz
Dennis Baggott & Sons http:f fwww.dbandsons.com dbat
HP http:f fwww hp.com supf
IBM http:f fwww.ibmc.om SUpJ
14 A4 4 | ¥ | kE| K1 £ | >
New ] [ Edit l ’ Delete ]
’ Close ]

4.10 Update Mfgs

Update the Manufacturers File
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¥ Changing a Mfgs Record

Manufacturer |

Webh Site:
Phone:
Email:
Fax:
Address:
City:

St

Zip:

MNotes:

Manufacturer: @

http: f fwww hp.com

support@hp.com

[ ]

1] 4 l ’ Cancel

4.11 Browse Models

Browse the Models File
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¥ Browse the Models File

Models |

Model MIC
Deskjet 870CSE

Laserjet 5

TZ23

44 4|k be| kI 2 {fm]| >

Mew ] L Edit ] [ Delete l

| Close |

4.12 Update Models

Update the Models File

¥ Changing a Models Record

Madel |

Model: |

ox | [ cancet |

This screen is used to add or update a model number/name.

4.13 Browse Request Types

Browse the Request Types File

43

Dennis Baggott and Sons (2001 - 2007)




44 AccessAble Help Desk Pro Edition 2007

¥ Browse the Request Types File

Request Types

Froblern Type
Hardware
Internet
Lotus Notes
Other
Software

14 44 4 |+ | FF| kI £ | >

New H Edit H Delete ]

| Close |

This screen shows the request types lookup table.

4.14 Update Request Types

Update the Request Types File

¥ Changing a Request Types Record

Fequest Types |

Problem Type: |

[ o | [ concet |

This screen is used to add or update a request type.

4.15 Browse Priority

Browse the Priority File.
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% Browse the Priority File

Priority Codes

Priority
High
Low

Hormal

T4 44 4 | F | Fp Kkl 4 | >

New ] [ Edit H Delete ]

| close |

This screen shows the Request Priority lookup table.

4.16 Update Priority

Update the Priority File

¥ Changing a Priority Record

Priority |

Priority:

ox I[ cancet |

This screen is used to add or change a request priority code.

4.17 Browse Status

Browse the Status File

45
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¥ Browse the Status File

Status Codes

=tatus

Active

Closed
Complete
I ey
Open

4| 44 4 [ k| BB K1 £ il

Mew ] [ Edit

| | pelete

’ Close

This screen shows the Request Status code table.

4.18 Update Status

Update the Status File

]

¥ Changing a Status Record

Status Codes |

Status: |[HYTALEE
l (1] 4 ][ Cancel l

This screen is used to add or update a request status code.

4.19 Browse Techs

Browse the Techs File
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¥ Browse the Technicians File

Technicians

Tech First Last Status Ermail

Joe Tech Joe Tech Active

44 4| ¢ | br| I 0 | >
Hew ] L Edit IH Delete ]

This screen shows the technicians you have set up in rows and columns. If called to lookup a value,
such as to complete the entry for the Assigned To field when updating a request, the Select button will
be enabled. Click the New button to Add a new record, the Edit button to change the selected
technician record, of the Delete button to remove the selected record from the table.

4.20 Update Techs

Update the Technicians File

¥ Changing a Techs Record

Tech:
First:
Last:
Status:
Email:
Phone:
Pager:

Cell:

Technician |Teu:hnin:ian l{n:u:unt.]l|

PDoe Techt |

|Jue

|Tech

|Active

IDK

|| cancel

This screen is used to add or edit technicians - or other items used for the Taken By field. There are
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421

4.22

two tabs for recording information in this table.

Browse Operating Systems

Browse the Operating System File

% Browse the Operating System File

Operating Systems

Operating System

Windows 2000 Pro Ed

I4 A4 4 | F kM

Windows ¥Yista Ultimate

£ e[

MNew ] l Edit

| [ Delete

l

[ Close

l

This screen shows operating systems you have defined for lookup when editing a computer record.

Update Operating Systems

Update the Operating System File

¥ Changing an Operating System Record

Operating Systems |

Operating System:

Winduws ¥Yista Ultimate

Il]l(

|| cancel

l

This screen is used to add or change an operating system description.
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4.23 Browse Peripheral Types

This screen is used to view the Peripheral Types lookup table.

% Browse the Peripheral Types File

Peripheral Types |
Peripheral Type
Printer
Scanner
CIRTIR NN T >
Insert L Change ] [ Delete ]
[ Close ] [ Help ]

4.24 Update Peripheral Types

This screen is used to update peripheral types.

& Record Will Be Changed %]

Peripheral Tupe |

Peiphera Type: [T

[ 1] 4 H Cancel ]

4.25 Browse Topics

Browse the Topic File

49
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X

% Browse the Topic File

Topics |

Topic

Internet

Printing

44 4| B BE| K1 &0 | >
’ Mew ] l Edit ]’ Delete ]

4.26 Update Topic

Update the Topic File

¥ Changing a Topic Record

Topics |
Topic: [Printing | |

o [ cencel |

This screen is used to add or change a knowledge base topic.

4.27 Browse Subtopics

Browse the Subtopic File

Dennis Baggott and Sons (2001 - 2007)



Lookup Tables 51

% Browse the Subtopic File

Sub topics

SubTopic

Zaonnechvity

14 44 4 |+ | BE| K1 < | >
Mew ] [ Edit l’ Delete ]

This shows the lookup table SubTopics use for the Knowledge Base Table.

4.28 Update Subtopic

Update the Subtopic File

¥ Changing a Subtopic Record

Subtopics |

SubTapic: ]

l (014 ]’ Cancel ]

This screen is used to add or change a knowledge base sub-topic.

429 Browse Vendors

Browse the Vendors File

This screen is used to view Vendor information. It shows Vendor information in rows and columns like
a spreadsheet.
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X)

% Browse the Vendors File

Vendars |
VD Vendar Phone Address o
1 CDow
Z Dennis Baggott and Son: P.Q. Box 993 Ri
14 44 4+ | be| kI £ [ >
’ Mew H Edit l ’ Delete ]
—

Buttons at the bottom of this screen let you Add a new record, Change the selected record, or Delete
the selected record.

4.30 Update Vendors

Update the Vendors File

This screen is used to update vendor information.
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5.1

% Record Will Be Changed {Dennis Baggott and Sons)

.1] Yendaor .2] M aotes
WD 2
“Yendor: Denniz Baggott and Sons
Address: P.0. Box 993
City: Rincon
St G4,
Zip: 31326
Phiote:
Fam:
Email: dbandsonstEanl. com
WiehSite: hittpe A vy, dbandzons. com
Contact; Dad
ak. l [ Cancel
Reports
Reports
Reports

| have provided a variety of what | call standard reports. These reports can be exported to PDF files,
but they have the advantage over the provided Crystal Reports in that they can be filtered using the
same Query Wizard that is used for the main files browse screens and the spread sheet wizards. In
addition, a custom report wizard allows you to create simple list style reports which can also be filtered
using the Query Wizard. | think you will find the report wizard helpful.

In this version | have included a more powerful Report Builder. A separate help file is provided for this
feature, however, | will provide an overview of the Report Builder here. The Report Builder lets you
create complex reports and use a mix of fonts, colors, etc in ways not possible with the Report Wizard.
When you launch the Report Builder you will see a collapsible tree view of reports like below. You can
expand branches of the tree by clicking the + sign or click the button to Expand All. To print one of the
existing reports select it and click the Print button. As with the standard reports you will have the option
to filter the report with the Query Wizard and can_Preview the Report before printing. The Insert button
will present you with an empty report based on the Table for the selected Branch of the tree. You can
then add Bands and Frames and set the properties of these frames to display text or field values. You
may want to start by choosing an existing report and then using the save as option to work with a copy
of the report. The reports created are saved in the same database as the other database tables. This
is especially useful when multiple users are accessing the same database since any created reports
are then available to other staff. When you have a report open, you can Export the report saving it to a
folder outside the database. The Import option is useful, for example, if you asked me to help you
create a report. | can create a report then email it back to you as an attachment. Note: Do not try and
import any of the provided Crystal Reports - they have the same file extension but are not used by the
Report Builder.
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¥ Report manager

Reparts |

R epaort File D ate Time
(23 Computer Bepoarts
(23 Peripheral Reports
(3 Fequest Reports
(23 Sofhware Reports b
(23 Uszer and Request Info Reports
™ Uszer Mailing Labelz Idzebd allinglabels. ipt 1213/2008 1539
[ Uzer List by Location, Department ar zersByLocationDeptlaznamerp 1241842006 3:08
(23 Uszer Repart with Related T ables

l— ™ UzerdndRelatedR equests IzerAndR elatedR equests. rpt 1/04,/2007 14:03
| (] bl

[ Brrirt ] [ Expand all ” Contract all Ingert ][ Change ][ Delete ] [ Cloze

The screen shot below show a complicated report open in the report formatter. This example shows
many features of the Report Builder including the use of a Mail Merge field.
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T Report Farmatier “EndlUserReport” (USERANDRELATEDREQUESTS.RPT) - UserAndRelatedRequests

Fis Band Frame Options Help

[1
B Soring Band 1 [Usr:FullMame

Group Header 1
bR3333333303333330333000% p3333033 343334333333 40)
[ bRRE333355033333503350335033303350338003% ]
3 ERA3333335 3333333530333 33 5051
i b33333333333 33 033333333333

1 Hi eUsr Firsthlames, This report lists the requests for support you have submitted  In addition lo the 1D, Date snd
[ Dietaits of your request, the date completed and Action Taken e also shown

! Detail
- Detail
[ I0: $3%$5%%  REQUEST DATE: i STATUS: $55%385% DATE COMPLETED: =#/se
i =Req: Details =Rag:Action
(1
Detail

<HREE S3355955535559955% =ReqH UpdDetails
Group Footer 1

Y& o8B 08 A DOC0 0
T e B R B R A R S R e T R T R TR
_ Page Header

The next screen shot shows the above created report in preview mode with data.
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5.2

= Report Preview

File
eage: [ 5 ] ot sen[ 20 %
F

Pages To Print: Search: @\ Copies: 1 &

e

Jalin Cos Headquarers

1010 EactTent Swet

Zomeolty
Cal B00EN-1234
ool TS ot Wets the megueshs T suppont pouheve submitted., i aaltion to bhe 1D, Date and Defalls of pour
U, B cite comere anc SCtion Tk s am S,
10 3300 RERUEST DATE: 12 200s STATUS: Complel DATECOMPLETED: 1271 12006
FTTe privker on my de sk (0 P 2500 wordd el ¥om my Frirer war panted . Urchecked pansed and 117 @ed

mpLIker of Rogers. Mol sure how long ITs beer B frlrg . Comple k.
(Wi, |dor| pinimuch. Tres larked my compuler ard
rplugged prinker, s 1l rokirg . Ho by,
[Thanks , Jame |
12730200 More Irfmalon Zample Hlzoky
10 3312 RERUEST DATE: o007 STATUS: Mew DATE COMPLETED:
[
11 RERUEST DATE: 12zaan0s STATME: Closed DATE COMPLETED: 1 228/2006
[Fer s Some Sotare pLRchared ol 1 e FEEECCEE T | b
Zoar; 557 b pages, 542Kk

| have included a separate help file for the Report Builder and hope you will find it useful.

StdReportPreview

This is the screen you will see when you select a standard or report wizarded report.
You can change the Zoom making the preview larger or smaller, Search for text in a
report, then Tag pages for printing, or Export the report to a PDF file.
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5.3

= Report Preview

File
RIHE) e[ 7 o7 [0 Il@@@wf @ |

Pages To Print: Search: |jnhn doe @l |J0hn Dioe J v X Copies: 1 ‘

M
w730
X 73 Requests by Status
x 732
5 R Status D Requestor Request Date Details Comple
® T34 Open 3311 Admin Account 1203072006 510 PM  Testing
X 735 Open 4 John Doe 12/30/2006 1:21 PR This is another sample.
x Changed the buttons to use
736 different colors based on new
% 737 default values.
X 733
X 739
® 740
x Ta
x 742
W T43
\f ?44
< >
Found 5 pages containing “joht doe" Zoar; 2% 744 pages, 9,979.3kb

Crystal Reports
Crystal Reports

In addition to the "standard" reports, and the report and spreadsheet wizards, | have included a variety
of reports designed in Crystal Reports 9.0 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 9.0 you will be able to
modify the provided reports or if you have created your own reports using the AAPRO2006 DSN you
will be able to open them from with the program. When you launch one of these reports you may be
prompted to enter a range of dates to include for the report.

vas

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 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 disk or launch the created file with
the application registered on your PC to handle that file type.
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5.4

¢ Report Preview

P Y m | B &R || ¥ | |#4  Totk3z 100

Preview

Requests By Status

W ot 30
B Canceled  30%
W Ched B1%
[ compke  T55%

Hew 6%
e A.1%

Format;

|E A crobat Format [FDF]

Deztination:

=D Disk file

I hope you will find the provided reports useful. If you register the program and find you need a special
report created, just send me an email and | may be able to create a custom report to meet your needs.

Report Wizard
This version includes much improved report wizards.

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.
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¥ Custom Reports

| FEEEI:urt Descriitinn

0y

Copy...
Modify....

Bename...

Delete

Select

(]

Cloze

Columnz Printed

#10. Request Date, Request Detail
Status, [r2]. [r3]

Sart Order
<Request D ate:

z*, Requestar, Action®,

The first step is to choose the fields to be printed on the report.

o

@ Column Layout

Sort Order

Repart Optiohs

M aotes

Modify Report Format [Example Report)

Define the Report Column Layout

Select from the "Available" fields thoze fields you wizh to print in the repart. The
fields will be printed from left to rght in gour report,

Axallable fields:

Shiow theze fields in this order:

.-'i-.s_signeu:l To I egd = 4 [ID
EullleQt E| Request Date
<-R o

Compllo Tme | i

gumplfted F.'r' Request Details

Document Link Add Fow - Complete Date

Due Date

Due Time

Email dddress

Location

Motes

Crdertr

Pz Serial Humber

Pricirity

Request Categon | = Tatal

B T o E] Average

¢ Back [ Meut > ] [ (] ] [ Cancel
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| 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. 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.

¥ Modify Column Layout

Fow: 1 Colurnn: 3
Original Column Heading: Fequestar

Replacement Heading: | (SAERNEE]

Width of Column in Characters: |15 % [Approximate for Proportional Fonts)

Column Color
Apply to;
-
Columin Heading Data
Coalurnn Bald

Apply b Column Heading [ ] Data

[ Defaults ]L 1]8 ” Cancel

You can next set sort orders. 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.

Sort Wiew by

|F| equestar ﬂ {(®) Azcending
() Descending

Then by: Clear &l

- () Azcendin
= o)

|F| equest D ate

Then by

|[r'u:|r'|e] ﬂ

Then by:

| [~

lgnore Diztinction Between Upper and Lower Caze

You can next set group options, such as showing totals, starting a new page after the group and more.
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Modify Report Format [Example Report)
Group Heading and Footing Options

Y'ou may choose ho create group breaks on the firgt and second levels of the
selected zort order. Group breaks are commonly uzed for displaving subtotals,
recard counts, ahd starting a new pagde for each group.

First Break: Lewvel Second Brealk: Lewvel
Requestor Request Date
Dizplay Identifier in Heading [ ] Dizplay | dentifier in Heading
Ilze Alternate Indentifier IJze Alternate Indentifier
(default (defalt)
[ ] Display Identifier in Footing [ ] Dizplay |dentifier in Footing
Column Layout lze Alternate Indentifisr Uz Alternate Indentifisr
Sait Lidz [] Group Tatals / fverages [] Group Tatals # fverages
@ Grouping Options [¥]irew Page After Group [] Mew Page After Group
Report Options Group Record Count [] Group Record Count

Rollup Report [Suppress Report Detail Bows]

[ < Back “ Mewt - J [ OF. H Cancel ]

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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= Report Preview

File
e[ o0 ()| @ DDE s = |

Pages To Print: Search: @l Copies: 1 % ‘

Fage &
v 1 n
Example Report
D Request Date  End User Status Request Details
Jobn Doe
4 1203002006 Jabin Doe Qpen Thiz is another sample.
Changed the huttons to use
different colors bazsed on new
default values.
2 1212872006 John Doe Closed This is anaother sample request
recard. Inthis case the request
is toinstall additional RAM.
1 1212872006 John Daog Clased John needs some sofhware
purchased and installed.
Count: 3
)
|| >
Zoar; 927 1 pages, 7.EKb

6 Utilities
6.1 Import Computers

Import Computer Information

When you first launch the menu option to import computer inventory you will see a screen like the one
below. This may be empty or may display some records you have already entered. To begin the
import process click the Import button at the lower left of the screen.
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& Browse the Computers File

Computer [Rwentar |

D Azzigned Loz atian Dept AzzetlD
1 John Doe Headguarters Accounting 123

14 44 4+ | ke[ M £ >
o J[ e

63

You will first need to choose the data source type from a drop down list box. The default type is

Microsoft Excel, but a variety of sources may be available on your computer. | have chosen to import

using the Microsoft Access Drive, and | have clicked the button with the ... to locate the .mdb file on my

computer. In this case, there are many tables to choose from displayed in a tree view on the left side

column. 1 click on the Computers branch and expand the tree to select some fields. NOTE: You do not

need map a field for the PCID which will be automatically created on import. You may want to be sure
you have unique values for the Asset ID and Serial Number fields.
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Choose Data Source Microsoft Access Driver (*mab) ﬂ E]

Chinetpubteswewerootiaahdpro2i s AHDPROZ2 MDB

Source tables fields Field= in your query
AppMames s Azsigned [Computers]
Category Location [Computers]
- Computers ﬂ Dept [Computers]

— AutoPclD AzzetiD [Computers)
— &Assigned ———————— | Serial [Computers]
— Location & Mifo [Computers]
— Dept Model [Computers]
— Az=setlD OpersSys [Computers)
— Serial
— Mig
— hodel
— OperSys «,_l
l:: 1 -
=
£ 2| % >

¥ MNext | |)( Close

It may be easier to select the branch level, in this case Computers, and click the arrow to move all
columns to the right side. | can later match only the fields | want to import.

Here, | have clicked the button with the arrow and the + sign to attempt to match fields automatically -
sorry, but this will never really get all the fields mapped at once.. | then manually drag any missed
fields from the left column to the right column.
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Chooze output columns

Fields in your guery

AutoPclD [Computers]
Azsigned [Computers]
Location [Computers]
Dept [Computers]
AzzetiD [Computers]
Setial [Computers]
Mty [Computers]
Model [Computers]
OperSys [Computers]
Ozher [Computers]
CPU [Computers]
C el [Computers]

Ram [Computers]
Hardhi=zk IMamm tersl

erall  (DISTINGT

uiv

Output columns

L hfe [Computers]
Manufacturer
Moclel

L mocel [Computers]
Operating System

L OperSys [Computers]
0= Wersion

L osver [Computers]
Chu Type

— CPU [Computers]
CPU Speed

LN [=]

ed [Computers]
R
L pam Imamem tars1

L]

Back | | b Mext

| |x Cloze

On the next screen | could choose to filter data, but this is usually not needed so you would just click

next to go to the next screen.

| can choose a sort order, but this is also not needed since | can sort data from within the program.

This screen shows the data found to be imported.
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¥ Import
The Cuery returned data:
Department A=zet D Serial Mumber Moclel Operal
IT 123 IEih T41 incos
Delete
data
£ >
[] convert &MS|to OEM
~ Change
B save cuery | | B Guery 1 Back || b Mt | | ¥ Close
Finally, I click the Finish button to import my data. The browse screen should now show my imported
data, but | can't edit the data from this screen. Just close the screen and use the other menu options
to view and edit the imported data.
6.2 Import Peripherals

When you first launch the menu option to import peripheral inventory you will see a screen like the one
below. This may be empty or may display some records you have already entered. To begin the
import process click the Import button at the lower left of the screen.
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% Browse the Periph File E|
Peripherals |
AutoPerld PeripheralT ype Azzigned Location Dept
1 Printer John Doe Headguarters Accountin
14 A4 4 k| Fp| Kl €|l »
.

You will first need to choose the data source type from a drop down list box. The default type is
Microsoft Excel, but a variety of sources may be available on your computer. | have chosen to import
using the Microsoft Access Drive, and | have clicked the button with the ... to locate the .mdb file on my
computer. In this case, there are many tables to choose from displayed in a tree view on the left side
column. 1 click on the Periph branch and expand the tree to select some fields.
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Choose Data Source Microsoft Access Driver (*mab) ﬂ E]

Chinetpubteswewerootiaahdpro2i s AHDPROZ2 MDB

Source tables fields Field= in your query
g PerType s AutoPerld [Periph] -~
Eg Periph PeripheralType [Periph]
— AutoPerld ﬂ Azzigned [Periph]
— PeripheralType Location [Perigph]
— &Assigned ———— | Dept.[Periph]
— Location ﬁ AzzetiD [Periph]
— Dept SeralMR [Periph]
— Az=etlD Mty [Periph]
— SeraltR Maodel [Periph]
— Mig “Yendor [Periph]
— Model PurchType [Periph]
— %endar «,_l Ciost [Periph]
— PurchType — | &cgDate [Periph]
— "t i Piwrhrvder TParinhl i
% v v
¥ Mext | | ¥ Close

It may be easier to select the branch level, in this case Periph, and click the arrow to move all columns
to the right side. | can later match only the fields | want to import.

Here, | have clicked the button with the arrow and the + sign to attempt to match fields automatically. |
then manually drag any missed fields from the left column to the right column. NOTE: | did not match
any field to the ID field. Generally, you will not want to assign anything to ID type fields since they are
automatically numbered. You will want to be sure your Asset ID and Serial Number fields are unique
for each record you are importing.
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Chooze output columns

Fields in your guery

AutoPerld [Periph]
PeripheralType [Periph]
Azzigned [Periph]
Location [Periph]

Dept [Periph]

AzzetiD [Periph]

alMR [Periph]
mfg . [Periph]
Model [Periph]
“Yendor [Periph]
PurchType [Periph]
Cost [Periph]
AcqDate [Periph]
Prirrhitirder TParinkl

Eiall  (DISTINGT

uiv

Output columns

L Location [Periph] -~
= Department
L Dept [Periph]
Buildding
Room
Azzet D
L sg=etlD [Periph]
Serial Mumber

IR [Periph]
Manufacturer
L Wity [Periph]
Model
L maodel [Periph]

Wanriny

1 Back || ¥ MNext | |)( Close

On the next screen | could choose to filter data, but this is usually not needed so you would just click

next to go to the next screen.

This screen shows the data found to be imported.
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5§ Import
The Cuery returned data:
Azzet D Serial Mumber Manufacturer hdaclel Wendo
12 12331 HF P Corpor
Delete
data
< >
[] convert &MS|to OEM
~ Change
B save cuery | | G Query 4 Back || b Mext | | X Cloze
Finally, I click the Finish button to import my data. The browse screen should now show my imported
data, but | can't edit the data from this screen. Just close the screen and use the other menu options
to view and edit the imported data.
6.3 Import Requests

When you first launch the menu option to import requests you will see a screen like the one below.
This may be empty or may display some records you have already entered. To begin the import
process click the Import button at the lower left of the screen.
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¥ Browse the Requests File @
Requests
D ReqDate Date Request Time Requestar Ernail
4 127302006 1:21 Pk John Doe o, doedd
3 12729/ 2006 12:51 PM | Admin Account admin{@zz
2 12/28/2006 1:14 Pt John Doe johin. doeds
1 12/28/2006 49 A John Dos jokin. doels
1444 4 | k| K[ HI £ >
o )b

You will first need to choose the data source type from a drop down list box. The default type is
Microsoft Excel, but a variety of sources may be available on your computer. | have chosen to import
using the Microsoft Access Drive, and | have clicked the button with the ... to locate the .mdb file on my
computer. In this case, there are many tables to choose from displayed in a tree view on the left side
column. | click on the Requests branch and expand the tree to select some fields.
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¥ Import

Chooze Data Source

Chinetpubteswewerootiaahdpro2i s AHDPROZ2 MDB

Source tables fields

ReqTypes s
- Requests

— RegquestiD

— ReqDate

— Reguestar

— Login

— Email&clcr

— Phone

— Dept

— Location

— PcSerialr

— ReqType

Microzoft Access Driver (*.madh)

Field= in your query

=l

Bl

ReqgDate [Requests]
Reguestor [Feguests]
Login [Reqguests]
Emaila&ddr [Requests]
Phone [Reguests]
Dept [Reguests]
Location [Reguests]
PoSerialbr [Reguests]
ReqType [Requests]

| |)( Cloze

It may be easier to select the branch level, in this case Requests, and click the arrow to move all
columns to the right side. | can later match only the fields | want to import.
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5§ Import

Chooze output columns

Fields in your guery Output columns

RequestiD [Requests] -~ Request ID -~
RegDate [Requests] —_— = Reguest Date
Requestu:ur.[Requests]

:Lagin, i = Request Time

L Reqgbate [Requests]

L ReqDate [Requests]
=F Reguestor
L Requestor [Requests]

Emailtddr [Requests]
Phone [Requests]
Dept [Requests]

Location [Requests] = Emaildddress

PcSerialblr [Requests] —_—— L Emailddr [Requests]

ReqType [Reguests] » =F Login D kr.

Category [Requests] I_' + Login [Reguests]

Details [Reguests) = Phone

Status [Reqguests] —_—— L Phone [Requests]

Primrityw [Rermisat=l X Fvtn

< | @ || 5| [

@all  (DISTINGT

1 Back || ¥ Mext | |)( Close

NOTE: In matching fields you will generally not want to assign the ID fields, as these are automatically
numbered fields. In the case of the Requests table, there is a numeric Login ID field which related
each request to the user who submitted the request. If the file you are importing does not have that
field, and you can't create one before importing, you will need to edit each request to select the
requesting user.

NOTE: Many files you may have to import from combine a date and time field in a single field. In this
case, you would want to assign that field twice - once to a corresponding date field on the left side of
the screen and again, the same field to the time field on the left side of the screen.

Finally, I click the Finish button to import my data. The browse screen should now show my imported
data, but | can't edit the data from this screen. Just close the screen and use the other menu options
to view and edit the imported data.

6.4 Import Software

When you first launch the menu option to import software inventory you will see a screen like the one
below. This may be empty or may display some records you have already entered. To begin the
import process click the Import button at the lower left of the screen
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i Browse the Software File E|
Software lnventary |
S (D InetOnPC | Program Werzion Yendar
1 1 Accessdble Help Desk Pro Edition 2007 Denniz Baggott and Son
14 44 4 FF K1 ) il ¥
o J_tio

You will first need to choose the data source type from a drop down list box. The default type is
Microsoft Excel, but a variety of sources may be available on your computer. | have chosen to import
using the Microsoft Access Drive, and | have clicked the button with the ... to locate the .mdb file on my
computer. In this case, there are many tables to choose from displayed in a tree view on the left side
column. 1 click on the Software branch and expand the tree to select some fields.
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Choose Data Source Microsoft Access Driver (*mab) ﬂ E]

Chinetpubteswewerootiaahdpro2i s AHDPROZ2 MDB

Source tables fields Field= in your query
Periph e InstonPC [Software]
Pricrity Program [Software]
ReqTypes ﬂ Yerzion [Software]
Reqguests Yendor [Software]
Software ——— | &Assigned [Softweare]

— ALtoSwiD ﬁ
— InstonPC
— Program
— Wersion
— “wendar
— Azsigned
— PuchType
— &rnlate
£ 2 % >

¥ MNext | |)( Close

It may be easier to select the branch level, in this case Software, and click the arrow to move all
columns to the right side. | can later match only the fields | want to import.
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Chooze output columns

Fields in your guery

AutoSwiD [Software] -~
InstonPC [Software]
i [=of ]|

Yerzion [Software]

“endor [Software]
Azzigned [Software]
Mty [Software]
PuchType [Software]
AcDate [Software]

LicType [Software]
Serialbr [Software]
Cokey [Software]

rall  (CDISTINGT

Output columns

Bit

Cost [Software] |_|»
A

Puorrkiied I=oftaearsl | «
£ | ,_I

Installed on PC
— InstonPC [Software]
Program Mame

L “ersion [Software]

L wendor [Software]

L Assigned [Software]

1 Back || ¥ Mext | |}( Close

Finally, | click the Finish button to import my data.
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¥ Import

The Cuery returned data:

“erszion “endor Azzigned Cost I oice
2007 Denniz Baggott & Sons| Admin Account 549.0000
& Edit data
Delete
data
& b
[] convert &MS!to OEM
~ Change
n Save Guery = Query Back b Mext )( Cloze

The browse screen should now show my imported data, but | can't edit the data from this screen. Just
close the screen and use the other menu options to view and edit the imported data.

6.5 Import Users

When you first launch the menu option to import user information you will see a screen like the one
below. This may be empty or may display some records you have already entered. To begin the
import process click the Import button at the lower left of the screen.
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¥ Browse the Users File

0] Full M ame Wiehl agin WebPazaward Seclevel De
1 Adrin Account adrnir adrmin 3T
2 John Doe johin doe 1 Acg
14| 44 4| k| k| K = (|| b3
e J[_to

You will first need to choose the data source type from a drop down list box. The default type is
Microsoft Excel, but a variety of sources may be available on your computer. | have chosen to import
using the Microsoft Access Driver, and | have clicked the button with the ... to locate the .mdb file on
my computer. In this case, there are many tables to choose from displayed in a tree view on the left
side column. 1 click on the Users branch and expand the tree to select some fields.
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5 Import [Z| |E| E|

Choose Data Source Microsoft Access Driver (*mab) ﬂ E]

Chinetpubteswewerootiaahdpro2i s AHDPROZ2 MDB

Source tables fields Field= in your query

)
i
FullMaime
‘WighLogin
WiahPasswaenre
£ 2 £ >

¥ Mext | |)( Close

It may be easier to select the branch level, in this case Computers, and click the arrow to move all
columns to the right side. | can later match only the fields | want to import.
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¥ Import

Chooze output columns

Fields in your guery

UID [Users] -~
FullMame [Users]

Wiehlogin [Uzers]
WiehPazsword [Users)]
SecLevel [Users]
Department [Uzers]
Location [Users]
Phone [Users]
Email [Users]

Fax [Uzers]

CelPh [Users]
Pager [U=ersz]
Server [Users]

| adim [l lear=]

erall  DISTINGT

Output columns

I -
— D [Users]
Full Mame
L FuliMame [Uzers]
Last Mame
First Matne
Wehlogin [Uzers]
Weh Login
I_WEbLDgin.[USErS]
Web Password
'—WebPasswu:urd.[Llsers]
Security Level

L Seclevel [Users]
Nenartmeant

41 Back || b Mext

| |j{ Cloze

Here, | have clicked the button with the arrow and the + sign to attempt to match fields automatically. |
then manually drag any missed fields from the left column to the right column. NOTE: | did not match
any field to the UserID field. Generally, you will not want to assign anything to ID type fields since they

are automatically numbered.

On the next screen | could choose to filter data, but this is usually not needed so you would just click

next to go to the next screen.

This screen shows the data found to be imported.
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The Cuery returned data:
LIIC Full Marme Firzt Mame Web Login Wieh P
1 Admin Account Admin Admin admin
2 John Doe johin john doe
& Edit data
Delete
data
< >
[] convert &MS|to OEM
EH save cuer g Chanoe 4 Back | b Mext | X Close
¥ & Guety

Finally, I click the Finish button to import my data. The browse screen should now show my imported
data, but | can't edit the data from this screen. Just close the screen and use the other menu options
to view and edit the imported data.
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Index
A -

Application Names 37

_B -

Browse App Names 37
Browse Category 38
Browse Computers 27
Browse Departments 39
Browse Locations 40
Browse Mfgs 41

Browse Operating Systems 48
Browse Peripheral Types 49
Browse Peripherals 33
Browse Priority 44

Browse Request Types 43
Browse Requests 22
Browse Software 29
Browse Status 45

Browse Subtopics 50
Browse Techs 46

Browse Topics 49

Browse Vendors 51
BrowseKbase 35
BrowseModels 42
BrowseUsers 19

_C-

Category 38
Computer Inventory 27
Computers 27
Crystal Reports 57

D -

Departments 39

Import Computers 62

Import Peripherals 66
Import Requests 70
Import Software 73
Import Users 77
Importing Computers 62
Importing Peripherals 66
Importing Requests 70
Importing Software 73
Importing Users 77
Introduction 3

_K -

KnowledgeBase 35

_L -

Locations 40

M -

Main Menu 4
Manufacturers 41
Models 42

_0 -

Operating Systems 48

_P-

Peripherals 33
Preview Windows 56
Priority 44

Problem Categories 38
Problem Types 43, 44

‘R -

reports 53, 56, 57
Request Categories 38
Request Priorities 44
Request Status 45
Request Types 43,44
Requests 22,24
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_S -

Software 30
Status 45

- T -

techncians 47
Technicians 46

- U -

Update App Names 37
Update Category 38
Update Computer 27
Update Location 40
Update Mfgs 41

Update Operating System 48
Update Peripheral 33
Update Peripheral Types 49
Update Request 24
Update Request Types 44
Update Software 30
Update Status 46

Update SubTopic 51
Update Topic 50

Update User 20

Update Vendors 52
UpdateDeparts 39
UpdateKbase 36
UpdateModels 43
UpdatePriority 45
UpdateTechs 47

user information 19, 20
users 19

_V -

Vendors 51,52
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