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1. Welcome to HelpDesk add-in

We are pleased that you decided to try HelpDesk add-in by Ignatiuz. Ignatiuz is a leading IT
solutions provider providing custom SharePoint development solutions.

HelpDesk add-in build by Ignatiuz is a place that a user of information technology can call to get
help with a problem. Typically, the term is used for centralized help to users within an enterprise.
With a quick setup process and friendly user interface, the add-in offers an easy working curve
for the users.

The HelpDesk add-in runs with Office 365 and SharePoint on-premise. HelpDesk is required for
any organization to organize support requests. It helps in assigning and distribute to agents.
System keeps tracks of every support request within an organization.

Few of the salient features of the HelpDesk add-in are:
O Analyzing help desk performance
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Converting email to ticket.

Assigning to Technician.
Understanding User Satisfaction.
Assign and resolve support request.
Keep track of all the request received.

We hope that your Organization will love using HelpDesk add-in, resulting in increased returns
on your technology investments.

Latest upgrades and fixes

To offer maximum benefit out of the add-in, we keep adding new features often to it. We make
sure that it adds more value to your business operations with every new release. Below is a quick
overview of the recent releases.

Version: 1.0.0.0

Release date: 6/29/2018

Installing and configuring the add-in

"H Make sure that you are logged into Office 365 as an administrator. Click here to visit
the HelpDesk add-in page on Office Store.
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Support
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HelpDesk
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Overview Reviews

The intuitive internal helpdesk system to manage all your employee’s
requests.

Happy employees lead to business success. Give them the care they need with Helpdesk, a free
to use internal ticketing system by Ignatiuz.

Helpdesk is designed to facilitate seamless communication between the employees and
helpdesk agents. Along with creating support tickets, employees can track the status of all their
tickets in one place. Easy reporting features give administrators complete insights of agent
performance and help in the decision-making process.

Helpdesk works efficiently with SharePoint 2013, SharePoint 2016 and SharePoint Online (Office
365) and leverages the enterprise business features of SharePaint.

Notable features:

« Quick and easy to set up.

# Offers easy learning curve for employees.

® Works within your SharePoint site, lesser password for your employees to remember.
e Clean interface to raise tickets and track the status of tickets.

o Detailed reporting of tickets with status i.e, open, resolved, pending ete.

® Email notification to the reguester and agent on each transaction.

e Supports Intemet Explorer, Edge and Chrome browsers.

o Free dedicated and timely support.

If you have any guestions or face any difficulties configuring or accessing the add-in, please feel

"H Click on fiGet It Nowt button to add the add-in.



https://appsource.microsoft.com/en-us/product/office/WA104381678?src=office

"H You would be prompted to select the SharePoint site on which you want to install the
add-in.
"H Select the site on which you want to configure the add-in and click iContinueo button.

B® Microsoft

Office Store Add-ins Templates Support

Apps > HelpDesk = Launch

HelpDesk

S

gnatiuz Software
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Adding to your account:
rajesh.lohar@ignatiuzsoftware.onmicrosoft.com

Finish your installation in SharePoint...

Choose a site to install to:

https://ignativzsoftware.sharepoint.com ¥

Q Can't see your SharePoint site?
N
\

Find out how to install this add-in to another SharePoint site with this guide.

@ Need more help
oy For more on installing SharePoint add-ins, view our help documentation

“"H On the add-in page, click on the iAdd IT6 button to add the add-in.
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"H You will be prompted to a pop-up asking you for trusting the add-in
"H Click on fiTrust It0 button.

"H Your add-in will get added in the selected site of your office 365 site content.
Alternatively, you can also install this add-in from the SharePoint site. You need to log in to the
SharePoint site on which you want to install the add-in, navigate to Site contents, click on New

and click Add-ins in the dropdown.

“"H On the next screen, click on SharePoint store.
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“"H Open the add-in HelpDesk
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Happy employees lead to business success. Give them the care they need with Helpdesk,
a free to Use internal ticketing system by Ignatiuz.

Helpdesk is designed to facilitate seamless between the empl d
helpdesk agents. Along with creating support fickets, employees can track the status of
all their tickets in one place. Easy reporting features give administrators complete

insights of agent and help in the decision-mak
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"H Once the add-in is installed, you can locate it under Site contents.

Technology Help Desk

Site contents

Home

Lists, Libraries, and other Ap

i

Documents
Site Contents
Recent add an app
HelpDesk

Office 365 Timesheet
Copy of Server List

RFP Calendar LG
We're adding your app,

Server List to cancel.
Pages
Server List
# EDIT LINKS 22 fterms

Modified 8 months ago

Exit classic experience

P S

# EDITLINKS

|Ps

click here

r

"H The add-in gets added on your site successfully.

Workflow

{}Q

&
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——— Category

——+ Status

—— Priority

)

Admin
Closed Request Notification
User Creates

Logging On

Requests

Change Types
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IT Projects
448 items
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Site Assets
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_—

cme-app-client-side-
solution

MicroFead
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Site Pages
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Assigned User

Mail sent to

View only Assign Tickets

P

Once the user is logged in to the Office 365 environment and if add-in is already installed, it can

be opened as shown below:



Office 365 = SharePoint

BROWSE  PAGE

HD Home # EDIT LINKS
NA Team Site
Home Get started with YOUr SITE  REMOVE THIS

Notebook

Documents

Pages =5
Recent V i)

Office 365 Timesheet

Working on a Add lists, libraries, and
e contents Share your site. deadline? other apps. What's your style? Your site. Your brand.
Rétyde
# EDITLINKS Newsfeed Documents
Start a conversation | @ New A upload & sync
Find a file »
It's pretty quiet here. Invite more people to the site, or start a conversation. P T
Drag files here to upload
"H Go on site content
"H On clicking on site content, it will show all the installed add-ins.
"H Start the add-in by clicking on it.
"H Depending on the logged-in user, the add-in will open Administrator and Users.
"H Logging in for the first time to the add-in will always open the Administrator portal.

HelpDesk

The system menu appears on the left and it is different for Administrator and User. See
below for the difference and uses:

1. Administrator
2. Users

Administrator-

1. Dashboard
On welcome link there is a dashboard with a HelpDesk image.

HelpDesk

Dihhears ) Welcome to HelpDesk, your gateway to happy employees!
User Roles

toers What's next?

Categories

Status Invite Users. Create Categories Custom Status. Define Priorities Ticket Types
Prionties

% EEE

L



Once the users start entering data, all the details of request can be seen here like
time of the request generated along with the date, current status of the request,
priority of the request, by whom request is generated and to whom request is
assigned to.

Details of request can be seen at dashboard of welcome module in tabular form
and will be appear blank if no such request is there.

HelpDesk

oo

Dashboard >

User Roles

Jsers Date-Time Y  cCategory Y  Description Y  Priority Y staws T
Categories

~ Status: Open

06/15/2018 0626 PM System Engineer System is working siow Medium
Priorities

- v Status Resolved
icket Type

Help 06/15/2018 0632 PM Network Engineer Internet Is not working High Resolved

1 10 - llems per page

2. User Roles

On application first login, two users role that is Administrator and User are
created by default.

Through user roles admin can see current users and there active state.
Below screenshot showing two users Administrator and user in active state.

HelpDesk

Dashboard Dashboard Y UserRoles |
User Roles >
User Role T actve M

Administrator -
Status User

Yes
Priorities

Ticket Type

Help

1 5« |temsperpage

3. Users
Administrator can create new user by :-
"H At dashboard under Administration “Users” option is present.

"H Clicking on “Users” link users details page gets opened .
"H Click on the “+Add” button to create new user.



Add New User

User

User Role ~Select User Role-- -

Active

CANCEL

"H Enter details for new user creation

X  Enter User Name

X Select User Role

X Click on save
"H The added record will appear on the same page in a tabular format.
"H Admin can edit, update and delete the any user.

@ HelpDesk

Dashboard
User Roles
Users
Categories
Status
Priorities
Ticket Type

Help

Dastboard
, =B
User Y  UserRole Y Active Y  Action
Rajesh Lohar Administrator Yes £ EDIT XDELETE
Manager User Yes FEDIT XDELETE
1 5 - ltems perpage 1-20f2 c
Categories

4,

Administrator can create new category by :-

"H At dashboard under Administration “Categories” option is present.
"H Clicking on “Categories” link categories details page gets opened .
"H Click on the “+Add” button to create new category.
"H Enter details for new category creation

X Enter Category Name

X  Enter User

X Email ID will automatically get fetched.

X Click on save
"H The added record will appear on the same page in a tabular format.
"H In added category a particular user is assigned .






