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Introduction

What is EPiDesk?

EPiDesk is a case management system based on the award-winning EPiServer CMS platform.
EPiDesk is easy to install, use and customize for your own requirements. The system is
completely web-based, which means no installation is required on local workstations. EPiDesk
supports EPiServer CMS 4.61 and does not currently have support EPiServer CMS 5.

Areas of Use

EPiDesk has many different areas of use, such as support or help desk systems for internal and
external support, administration of general e-mail addresses, deviation management, error
notification, task management and more. Different areas of use can be combined within the
same system.

Examples of usage could include a county's web or e-mail based communication channels to its
citizens, or a company's information department which receives tasks, questions and comments
from external parties. EPiDesk can also be used as a selling tool by production companies, or as
a help desk resource by an IT department.

» Arendehantering fér ex:
Administrera generella

e-postbreviador:

+ info@foretag.se — /
*  kundtjanst@foratag.se .
EPIDESK®

=

Suppart
* Intern och extern kundsupport

Uppdragshantering
* Interna och externa uppdrag

Avvikelserapportering

* Felanmilan
* Rapportering av avvikelser mm.

< hatl

.

MS SQL

How Does EPiDesk Work?

Your customers and employees report to the system via e-mail or form. An incoming case is
logged and given a unique ID. The customer automatically receives an e-mail message
confirming that the case was received, as well as instructions on how the case can be traced on
a built-in extranet. Because all communication regarding a case is stored in the same location,
both support personnel and customers have a simple, concise overview of the case
management.

The system shows clearly who has responsibility for a case, and where the responsibility
currently lies. EPiDesk automatically keeps track of who's “turn” it is, and sends a reminder if a
question goes unanswered.

© EPiServer AB
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Cases in EPiDesk can be prioritized and categorized according to type and characteristic. The
system also has built-in escalation with adjustable response times, which are automatically

connected to case priority.
Handlers/operators log in to their personalized view of new and existing cases.

Handlers/operators can reply to customers via e-mail, and attach documents and images when
necessary. Cases can also be forwarded to external parties or suppliers. All discussions are
threaded and all questions and answers displayed clearly. The system has a powerful search
engine which enables personnel to find previous cases; in this way the system can also be used

as a knowledge base.

In EPiDesk you can create FAQ articles. Articles can be reused in replies using the “drag and
drop” technique. Relevant documents can be uploaded and made accessible to handlers/
operators. To aid communication with customers, FAQ articles, news and documents can also
be made accessible on the customer's extranet.

Flexible and Customizable

EPiDesk's flexibility is shown through the possibility to connect to other systems, such as diary,
inventory, personnel and monitoring systems. Basic appearance can be customized according to
customer requirements, and all templates can be translated into other languages, further

developed and altered.

The Manual Explained

Because EPiDesk has such a broad range of use with many parties acting in different rolls,
naming problems can arise. In this manual we've chosen to use the title operator when referring
to those parties acting as handlers, support personnel, moderators for general e-mail inboxes,
etc. An employee, customer or other system user is referred to as a user. Administrators are

called just that: administrators.

The manual is divided into three sections: Operator interface, Administrator interface and Extranet
for users. The reason for this is simple: When consulting the manual, it should be easy to locate
the section that is relevant for you in whatever roll you have.

It is also important to be aware that the manual refers to a standard installation of EPiDesk.
Keep in mind that a lot of what you read can be customized in different ways to suit your

specific operation.

Important Information

Outgoing e-mails from EPiDesk contain digits, e.g. 1234@domainname.com. This can
sometimes be interpreted as spam by certain spam filters and e-mail clients. If this problem
occurs with e-mail communication, inform your e-mail administrator - who can define rules in
the company's central spam filter - to ensure that e-mail from EPiDesk's domain name is not
interpreted as spam. E-mail messages can also end up in an e-mail client's junk mail or spam
filter. If this is the case, e-mail client settings can be changed so that messages with EPiDesk's

domain name are recognized as coming from a legitimate sender.

© EPiServer AB
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This section explains the interface shown for those logged in to EPiDesk as operators, handlers

and support personnel.

1€ Demo24SE - Windows Internet Explorer Q.
——
Inloggad som: EF\pr >
EPIDESK Inboxar FAQ Statistik Nyheter Dokument Logga ut
¢k Inkorgar «» Nyheter
Hamn Antal drend... Datum for senaste...
Support 1 2007-10-25
Kundservice 0 2007-10-26
Infomail - info@kund.se 0 2007-10-26 =
—
@ EPiDesk Demo - Microsoft Internet Explorer E]@
Arkiv  Redigera Visa  Favoriter  Werkkyg  Hijalp 1','
-~
Support 7 E-post - info@foretag.se 62 Internetsupport 3 o
Inloggad som: mia
EPIDESK Inkorgar FAQ Statistik Nyheter Dokument Logga ul
‘ Mya och dppna drenden v Ieuerl Fritecdsdkning M S8k
Se inkorgen som Inkorgen: | Internetsupport VI Skapa nytt drende
» 5 ) D T = |
¢l Internetsupport & Arende| 1 | till3av3«» | @l o w e W 50y
Frén Arendenummer Tilldelad Uppdaterad Cwl
Arende Prioritet ) . .
Hur konfigurerar jag mitt
[~ EPDesk Demo User 151 2005-11-2309:13 mailprogram?
Hur konfigurerar jag mitt mailpro... 3 Frén:  EFiDesk Demo
= 11- . User <Demouser@Epidesk.Com> ||
¢ ,EP\DeskI?emn U%er B 7155 2005-11-23 09:29 5005-11-23 09: 13:57
Felanmalan driftsstarningar ! Till: Kundservice@Demo . Epidesk, Com
| f|EPiDesk Demo Lser 157 2005-11-23 0944 Bilagor:
Losenord 1}
Jag har registrerat en e-postadress som &r
mitknamn@mindoman. se.
1. Hur l3gger jag in den i mitt mailprogram?
Il IDemouser
(]
<] 6]
@1 process done @ TilFsrlitliga platser

Login

If EPiDesk is integrated with the network's catalog server, you can use your username and
password. EPiDesk has the same authenticity support as EPiServer CMS (see EPiServer CMS
Administrator's Manual. It can be downloaded from www.episerverse). when you log in to
EPiDesk for the first time, complete your user information by filling in your first and last names
and e-mail address. In this case, the My Settings window is shown.

If EPiDesk is not integrated with the catalog server, you will receive a username and password

from the administrator. You may also need to complete your user profile by adding name and e-

mail as above.

© EPiServer AB



6 | Working with EPiDesk 2.0

There are several ways to log in to EPiDesk. Depending on your customization, there may need
to click a login symbol or enter a URL in your browser's address bar. In the example below, you
enter the Web site address.

3.

Open Internet Explorer.

Enter the following in the address bar: http://www.domainname.com/EPiDesk. Note that
this is only an example. The login box is shown:

Mamn |

Lasenord |

webbplatsen

[] Automatisk pdloggning mot den har

©m du loggar in kommer cookies att anvandas

Enter your name and password, and click Login

Certain information must be entered in My Settings the first time you log in as a new operator.

My Settings

My Settings is reached by clicking the username in the upper-right corner of the operator’s
interface.

Fill in your settings so that you receive e-mail messages as an operator.

You can also create a personal view of the listings that you want to be visible to you in the ope-

rator interface. All the listings are shown as default.

[
2.

Enter your information.

Click Save.

Mina instillningar

=drnamn: Pernilla
=fternamn: Andersson
S-post: pernilla@kund.se

Mina 8ppna arenden

Jersonal view:

Arenden tilldelade mig

MNya och éppna arenden

MNya &renden

Mina awaktande arenden
Alla awaktande arenden
Uppdaterade arenden i dag
Uppdaterade senaste veckan
Stangda arenden

Ej tilldelade &renden
Arenden andra tilldelats

Oprioriterade &renden

Save

© EPiServer AB
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Home

The home page shows the inboxes which have previously been created. To create new inboxes
you must be in Admin mode (read more in the section Managing Inboxes on p. 37). The home
page can be customized to show a certain number of news, events, etc. for respective inboxes.
Click the inbox name once to open it.

] EPiDesk Demo - Microsoft Internet Explorer E]@
: Ak Redigera  Wisa Favoriter  Verkbyg  Hislp ’,'
: ! o = A =
: - )55 =5 i e, - |
Qi - Q- [x] B G P Yorenr @ R- B - [ K
i Adress |@ http:ffdemo . epidesk, comyEPIDesk/portal . aspx?id=21 M a4 il
~
Irloggad som: mia ||
EPl DES K Inkorgar FAQ Statistik MNyheter Dokument Logga ut
¢l Inkorgar > Nyheter |
Namn Antal dren...Datum for senas... Test/ Nvheter Support <2
Support g 2005-11-30 Support, Nyheter <
Test B2 Z005-11-28 s ¢/ Driftstat
uppott; Driftstatus 5
Internetsupport 3 2005-11-30 PP el
Internetsupport/ Driftstatus <~

» Driftstdrningar [2005-11-25 10:33:46] D
Myinstallation av servrar kommer att pigd
under wvecka 43

» Driftstarningar Kopingsstad [2005-
11-23 09:32:55]

Eterkommande driftsstérningar i
Képingsstad

Internetsupport; Allmant i

@ @ TilFsrlitiga platser

Inbox

Every inbox has a unique name and is a container for those cases that come to the inbox's e-
mail address. A case can be created in several ways. The most common is when a user sends an
e-mail, which then becomes a case. Users can also fill out a form on an extranet. Cases can also
be created in operator interface.

For every new case that comes to the inbox, an auto-reply is sent back to the sender's e-mail
address, containing the case number (Case ID) and standard reply text, “your message has been
received, etc”. The text entered in the auto-reply is decided by the administrator (see section
For administrators - Inbox settings on p. 38).

© EPiServer AB



8 | Working with EPiDesk 2.0

€] EPiDesk Demo - Microsoft Internet Explorer E]@
Arkiv -

@Bakét M > |ﬁ @ _;\] /:\J Sk \;1::(Favor\ter Q} < - :\4 S - _J ﬁ

Redigera Wisa Favoriter  Verktyg  HjElp

: Adress |£j http: jfdemo. epidesk.comfEPiDesk/Inbox, aspx?id=138 [V] GA kil
A
Support 8 Test 62 Internetsupport 3
Inloggad som: mia
EP| DES K Inkorgar FAQ Statistik Nyheater Dokument Logga ut
| Mya och Sppna &renden ["laller| Fritextsdkning [V] Stik
e . N S ] ¥ [ "]
¢b Internetsupport & Arende| 1 | till3av3«» | &) A @ B E
Fran Arendenummer Tilldelad Uppdaterad f Iﬁl
Arende Prioritet ) ) 3
Hur konfigurerar jag mitt
[ EFiDesk Demo User 151 Z005-11-23 09:13 mailprogram?
Hur konfigurerar jag mitt mailpro... 3 Frdn:  EPiDesk Demo

User <Demouser@Epidesk. Com>

[ EFiDesk Demao User 155 2005-11-23 09:29 2005-11-23 09: 13:57
Felanmilan driftsstirningar ! Till: Kundservice@Dema,Epidesk, Com
_|EPiDesk Demo User 157 2005-11-23 09:44 Bilagor:
Lisenord 0
Jag har registrerat en e-postadress som &
mittnamn@mindoman, se.
1. Hur l3gger jagin den i mitt mailprogram? [v]
@ process done @ TilFérlitliga platser

Symbols in the View

Depending on a case's status, different symbols are shown to the left of the subject line.

3]

New case

A case has New case status when it has newly come to an inbox and no actions have been
performed on it.

Opened case

A case receives Open status once it has been replied to or forwarded. If an operator
changes its priority, the case is also considered opened.

Pending case

A case has Pending status as long as it is waiting for a user to reply - in other words,
whenever it is the user's “turn”.

Closed case

A case receives Closed case status when it is closed by a user or operator.

Select View

The default view is New and opened cases. You can change view selections depending on the

type of cases you want to show. Click the drop-down arrow beside the view option and select

from the list.

© EPiServer AB



Mya och dppna arenden
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“al urval

Mya och Sppna arenden

Mya arenden

Arenden tilldelade mig

Mina avvakiande Grenden
Alla avwaktande arenden
Uppdaterade Grenden i dag
Uppdaterade senaste veckan
Stangda Grenden

Ej tilldelade Grenden

Arenden andra tildelats
Oprioriterade arenden

Search

An easy way to find a specific case is by using the search feature.

Start search

I, Select Search query

Fritext sk ﬁ
Fritext sok
Caseid

Amne

Fran

E-post

Till

Text

2.  Enter a word in the search box and click Search

When the search has filtered out one or more cases, the Select view option is shown.

I. Select the Subject option (search the subject line of all cases in the current view

selection).

2. Select Equal or Contains. Next, enter the search text and click Search.

When the search has filtered out one or more cases, the Select view option is shown.

Restore search

To restore the search, click the drop-down arrow to the right of the view option, and select

New and open cases.

© EPiServer AB
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Manage Incoming Cases
Opening or showing a case
To open or show a case, do the following:

I. Click the subject line to show it in the right-hand window, or double-click to open it in a

separate window.

@ http:/fdemo.epidesk.com - EPiDesk Demo - Microsoft Internet Explorer E] =

Problem med teckensnitt & A ol Gl S ® 5 ta
Arendeinformation

Kateqgori Inga kategorier valda

Externa Resurser Inga externa resurser givna

Assigned to

Status of case New

Pricrity 1

Timeout for pending case 14 Dagar
worked tme inhours: 0

B Historik
Frdn Caseid Tilldelad Uppdaterad
Arende Prioritet
= 2| Mia 44 2005-11-17 08157
Problem med teckensnitt 1

Jag tror jag saknar teckensnittet Gil Sans (vi har det till v8ra brevmallar),

Kan ni higlpa mig att Fixa det?

} Kommentar a¥ mia den 2005-11-21 11:33

2. Click the plus/minus signs to expand or minimize case information, history, etc.

Opening or Showing Replies, Comments and Forwarding.

If a case has been forwarded, replied to or had comments added, you can click the plus sign to
the left of it to expand and view this information also. When a case is expanded, you can close

the information by clicking the minus sign.

%j EFiDesk Derno Lser 151

Hur konfigurerar jag mitt mailpro...

= g'?g,r Svar fran EPYpr den 2005-11-23 09:22
= Svar frdn kund EPiDesk Demo User den 2005-11-23 09:23

When you open a case in a separate window, you can view and read comments and replies at

the bottom of the window. Click the various lines to show comments, etc.

f Kommentar ay¥ mia den 2%'_%)5—1 1-21 11:33

© EPiServer AB
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The Toolbar

The toolbar with all case management buttons is shown both on the right-hand side of the
inbox window, and when you open a case in a separate window. See figure below for the

button names:

Close case without

sending a message
Refresh inbox Reply Forward Move Case Delete
Checka out/in  Case

| ) | |
,-,E? “» & AR . 'ﬁ- [ﬂ fﬁ % = |I!fl xd @

Assign case Properties

Previous or next  Comment Create FAQ View log

case
Close and send

Ay

Reopen the case. The button is only shown
when the case is closed.

The Editor

When you choose to reply, forward or write comments, this is done in the editor of the that
window. In the editor you can enter text content, attach images, create tables, etc. Consider it
a mini “word processor”. (For more detailed information on how the editor works, see the
Editor's manual for EPiServer CMS. It can be downloaded from www.episerverse) The

following is a brief explanation of how to use the editor:

The buttons available in the editor's default settings are shown below. The system administrator
has the right to decide which buttons will be shown. For this reason you may have access to

either more or less buttons than are shown here.

BJ/] LaE=SEE=EaAdn ps@eadeoazss

Verdan 3 [ o]

© EPiServer AB
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Explanation of the Different Buttons in the Editor:

ll Bold

Font

Align Left

Search

n

[talics

Numbered list

Center

Undo

Underline

Bulleted list

Align Right

Redo

Insert bookmark Insert image from Insert document

file
EPiServer Fields...

Insert hyperlink Insert table

a © 2 (W [ (=

Show/Hide HTML
code

Maximize/restore
Editor

Spelling

© ® (7 B W &

|

v e & (s (w [

Reply

Select a case (if the case is already opened in a separate window, click Reply directly).
Click Reply @1

Enter your reply in the body section. The history is shown in the lower window.

oW N

You can reply to a case in two ways. Choose your alternative under Action.
a. Select Reply. The case status will be changed to Pending when you reply.

b. Select Answer but keep status if you want to send a reply, but keep the case status. This
alternative may be preferred if you, for example, want to inform the customer of somet-

hing. but want to keep working with the case.
5. Click Save.

Note! A case is checked out automatically when you click Reply @l When you send a reply,
you will be asked whether you want to check in the case. Answer “No" to keep the case

checked out. Note that EPiDesk measures the time that a case is checked out. See Case Work

Time.
E  Svara
Frén EPpr
E-post pr@ep.se
Skicka &ven till
Handling: Svara hd
Svara
B I U @\[syara men behdll status [ |
Aachen BT Mlﬁ ~ [

FAQ article in reply or comment:

© EPiServer AB
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When you create a comment in a case, you also have the possibility to copy in an article from
an existing FAQ. The available FAQ categories are shown on the right-hand side of the window.

FAQ artiklar

E Teckensnitt
Instalk%h teckensnitt

I. Expand by clicking the plus sign.

Point to the article (the mouse pointer changes appearance) and drag it to the comments box.

Commenting
Comments are internal and can only be opened/read by an operator.
|.  Select a case (if the case is already opened in a separate window, click Comment directly).

2. Click Comment f

3. Enter an e-mail address in the field Send also to - if you want the comment to be sent to

someone.

4. Enter a comment and click Save.

=2 Kommentera

Skicka gven til: pridep.se
BllLAdEC=ESS=avn rddadensds
| %ardana 'v[l—|:_i| |"i| [ne] FAG) artiklar
war ligger alla minnen, ni maste visa mig, 13g kommer inte ihag! | I Teckensnitt
F Minnen
Spara
Forwarding

I. Select a case (if the case is already opened in a separate window, click Forward directly).

2. Click Forward L.

E  Vidarebefordra
Ska hela arendetrdden skickas?
Ja || Nej

3. Click Yes if you want to forward the entire case thread. Click No if you do not want to

forward the entire case thread.
4. Enter the e-mail address to you want to forward the case to.
5. You can enter an e-mail address in the Send also to field.
6. Enter additional text in the body section, and click Send.

Tip When an operator creates new cases in EPiDesk, it's possible to fill in the External resource
field (an e-mail address) in advance. This way, when the operator later chooses to forward a

case, the e-mail address is already filled in.

© EPiServer AB
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Create FAQs

To create a FAQ article from a case, do the following:

[. Select the case from which you want to create a comment.
2. Click Create FAQ 47,

3. Select a subject, or click New. Click Next.

Nytt FAQ

MamnHr konfigurerar jag mitt mailprogram?

ehdl g ;U @l = EEAMHMIDLEERESD
Verdana M| | [l [v]

1. Om det ar Outlook ExEress du anvander =3 gar du in pa Verktyg -»
Konton, Dar klickar du pa "Lagg till" och valjer E-post. Sedan fdljer du den
guide som kommer upp.

2. Om ditt dormannarmn &r mindoman.se s3 &r din inkommande server
pqp.mindomén.se och den utadende servern érosmtp.mindomén.se. [n]H]
maste dven stalla in i din mailklient att den utgaende servern kraver
verifiering/autentisering.

3, Ditt anv&ndarnamn ar din mailadress, t.ex, mitthamn@mindomén.se, Det
Itisenord du skall ange &r det du valde nar du skapade e-postkontot, Har du
glimt bort ditt [Gsenord kan vi skicka detta till dig per e-post eller vanlig
post.

Masta | | Avbryt

4. Edit and enter new, relevant text in the editor.

5.  Click Next.

Nyttt FAQ
Nyckelard for stkning| . 5 e-post, konfigurera, outlook express
Hantera kateqgarier Fel i miukvaran
[¥]Feli Microsoft Office 2003
CFeli standardsystem
[IFeli hardvaran
[IFel i persondatorer
[JEsrbara datarer
[J=tationsra datarer
[Jrekdon
CIFel p& servern

[eckensnitt

Féregiende || Spara || Avbryt

6. Enter a keyword in the Search keywords field.
7. Select one or more categories.
8. Click Save.

The article is now added to the FAQ Articles box on the right. All new articles are marked on
the right with NEW!.

© EPiServer AB



= Internetsupport

-Hur gir jag for att anvinda mailen i tex Outlook
Express? (J146

-¥ilka servrar for inkommande och utgdende E-post
skall jag anvanda? Q147

-Hur giir jag om jag har tappat mitt losenord? (148

-Felmeddelande 553 nar jag forsoker att sdnda brev

fran Outlook Express? Q149 New article
-Hur konfigureras min mailklient sa att jag lasa/skicka
e-post via den? (J150

-Hur konfigurerar jag mitt mailprogram? Q181
Skapa FAQ

Moving a case

Operator Interface | I5

Use the Move case button when you want to move a case from one inbox to another. Do the

following:
I.  Select a case.

L
2. Click Move case {1\:"

%] Case - Microsoft Internet Explorer g =

Flytta drende till annan inbox

OSupport Otest OPapperskorg

Fiytta || Avbryt

&] Klar & Tilfrlitiga platser

3. Select the inbox you want to move the case to.

4. Click Move.

Closing a case

When a case is finished it has Closed status. The advantage to closing as opposed to deleting is
that you retain the possibility for follow-up and statistical use of closed cases. If you delete a

case there are no follow-up possibilities.
You can close a case in two ways.
I. Highlight a case.

2. Select a method to close the case. f

P o
a.) Click Close case and send standard notification. |__]| An automatically generated e-
mail is sent to the e-mail address that reported the case informing them that the case has

been closed. (This message can be configured EPiDesk’s administrator’s interface).

il
b) Click Close case without sending any mail. ngl A message will not be sent when the

case is closed.

Microsoft Internet Explorer

' ': frende 43 stangdes
L3

3. A confirmation dialog box appears. Click OK.

© EPiServer AB



16 | Working with EPiDesk 2.0

Check in/out a case
Use Check out when you want to make sure that only you are working on that case. Additional
operators now won't be able to reply, comment, etc., on this case. When you are finished with
the case, check in again. An operator who checks out of a case is the only one who can check
in to that case again.

I.  Select the case.

2. Click Check out L=,

3. When you are finished with the case, click Check in.

4. A confirmation dialog box. Check in the case by clicking OK.

= =3

Windows Internet Explorer

\:.:/ Do wou want check in this case?

Lok || awbret

A case is automatically checked out when you click Reply Chl When you send a reply, you will

be asked whether you want to check in the case again.

Note that EPiDesk measures the time that a case is checked out. See Case Work Time.

Settings - Properties

By default, incoming cases are not prioritized. They are not assigned to a specific recipient or
categorized. You have the possibility to automate case management by setting priority levels
and assigning cases to specific recipients. You can also enter the amount of time a case may be

open, and report how much time has been spent on it.
I. Select a case (if the case is already opened in a separate window, click Properties
directly).

2. Click Properties - Eﬁ The Case Properties window opens.

Arendeinformation
Kategori Inga kategorier valda
Externa resurser Inga externa resurser givna

Tildelad v

utcheckat av EP'pr

ows [Pening|¥]

Prioritet | Ej prioriterad [V]
Avvaktande tid 14

Upparbetad td |0-01

Spara || Avbryt

External resources is the field where you can enter an e-mail address in advance. This way, when
you forward a case, the address bar already contains the e-mail address.

Assigned to is the list box where you can choose which operator (support personnel) the case
will be assigned to. The operator receives automatic e-mail notification that she has been

assigned the case.
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The Status field has the default value New when a case is incoming. Status is changed depending
on the actions performed on the case. For example, when you reply to an incoming case with
New status, its status is automatically changed to Pending. When you close a case, its status is
changed to Closed.

Priority can be connected to rules for response times, which manage times, reminders and
escalation of case priority when the various times are exceeded (see section Inbox settings on
p. 38).

Ej prinriteradt\ri
Ej prioriterad

Priaritet 1
Prioritet 2

Priaritet 3

Note If response times are set for the different levels in Admin mode, it is only possible to
reply to incoming cases when the priority level is selected. If no response times are connected
to an inbox, an operator does not need to set case priority - it can already be replied to.

Pending timeout indicates when a case will be closed automatically. The default value is set by
the administrator of that inbox (see section Inbox Settings on p. 38). You can personally change

the preset value for specific cases.

Worked time has a default value of (0) hours. You can add the amount of hours already used in
managing the case.

Case Work Time

Case work time allows you to see and change the total time that has been spent on a case. The
time is measured in hours and indicates the difference between the case check out and check
in. The time is displayed in hours and minutes (HH:MM) and can be adjusted manually by either

replacing or adding/deleting an amount of time to/from a case.
Replaced time
You can replace the automatically measured time with a new time.

|. Enter a new value in the Case work time HH:MM field. 30 minutes is, for example, entered
as 00:30.

2. Confirm the change by clicking Save.
Note that the new time replaces the previous value.
Adjust the time
You can also adjust the total time for the case by adding or removing time.

I. Adjust the total time by using the plus or minus key in the Case work time HH:MM field. If,
for example, you want to add one hour and |5 minutes, enter +01:15. If you want to
remove an hour, enter -00:60.

Confirm the change by clicking Save.

All changes are logged in the activity log for the case.
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View Log

The activity log shows the case events in chronological order. Information stored here is, for
example, the type of event, the person that initiated the event and when.

g =%
‘€ Case Log - Windows Internet Explorer g@
|E, http:idemoz 4, epidesk. comEPiDesk/Caselog, aspxrid=33 M

Case Information: 38 ~
Date Epidesklzer Message CazeltemID
SR oo S TSP .
9105542"6205; AEAN etk ees ﬁ:ﬁgﬁﬂ;i%ﬁéisewer.com, from:Su i
sian P Case checked out .
A = —— )
A S W )
gm{?{guf; EP'pr Case checked in
910{14582135; EP'pr Case checked out
Sishsam PV send repy
gm{gqé%nfﬂ EP'pr Case checked in 15
gm{?éénfﬂ LABAM\epideskuser got reply from customer 41
91?{62?5820.-5; EFlpr case assigned to EP'pr -
910{%4{%0,.5; Per Rask (EPVpr)  case assigned to EPYyruwen 38
gmif%qignf; Per Rask (EP\pr)  case assigned to Per Rask (EP'pr) 33
910{%45?5; Per Rask (EP\pr)  reassign notification sent to pr@ep.se 38 M

Klar @ Internet #100% -

Creating a New Case

A case can be created in EPiDesk in an inbox. (A case can also be created by users via the
extranet.)

I.  Select inbox.

2. Click Create New Case at the far right of the window.

= Arendeinformation
k.ateqari Inga kategorier valda

Externa resurser
Prioritet Ej prioriterad _
Avvaktande tid 2 .

=  Meddelande
Frin Wlia Gothenby
E-post kalle. karlssoni@firma. se

fmne
B/IULAEEEEEAMN vEABLAEAERES

Yerdana M| M| M| M

Han will att vi tittar pa skarmens upplésning, upplever att det flimrar
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3. Case Information:
Fill in the External resource field, Priority and select a time for Pending timeout. The default
value is 14 days if nothing else has been entered. Changes are made in Admin mode (see

section Inbox Settings on p. 38).

4. Message:

The From field is filled in with the operator's name.

5. In the E-mail field, enter the user's e-mail address. Note that it is necessary to enter the
user's e-mail address in order to create an account for the user and send an auto-reply.
The auto-reply message contains a password connected to the user's account, as well as a

case ID number.
6. Enter a caption on the Subject line.
7. Enter message text in the editor, then click Create.

8. The case is added to the inbox along with the other received cases, and an auto-reply is

sent to the user.

Notification of Incoming Cases

When an operator is logged in to EPiDesk and an inbox open, it's easy to select a view (e.g.
new cases). When an operator changes case settings and chooses to assign a case to another
person, that person receives an e-mail stating that he has been assigned a case. In order to
avoid having to watch over an inbox, a notification box is shown at the bottom right of the
monitor. In order for notification to work, an operator must be logged in to EPiDesk (this still

works when the program is minimized).

The notification box

The notification box shows a number. This number is based on the amount of new actions that

have been performed in this inbox. Click the link to go to the inbox.

The notification registers actions which have been performed on the server since the operator
last viewed or refreshed the inbox. Possible actions could include a reply being sent to a case, a

reply incoming from a user, a change in priority level or simply a new incoming case.

Inbox Management

In EPiDesk there are many ways to provide the best possible support. An example could be
when a user contacts support and explains that he cannot view cases on the extranet. The
operator can easily view the inbox in the same way as the user, and, in this way, better assist the
user. As an operator you must be able to switch effectively between different inboxes.

Sk Se inkorgen som

Inkorgen: | Irternetsupport V Skapa nytt drende

Switching inbox
To switch inboxes, do the following:

I. Click the drop-down arrow beside the Inbox list box.
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Inkargen: | Support e
Support

-/. E-post - infog@foretag. se
Internetzupport

Mera minne i min dator

2. Select an inbox from the list.

View inbox as

To get the same view of the inbox as the user, do the following:

I.  Select an inbox from the list.

Inkargen: | SuUppot hd
Support

[ E-post - infod@foretay.se
Internetsupport

Mera minne i min dator

2. Click View inbox as =% LLE L= L]

kalled@firmal s View

3. Enter the user's e-mail address (username).
4. Click View.

The inbox is now shown as the user views it.
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Click the FAQ tab on the main menu. You can access FAQs in several ways. When you reply to
a case you can simply select a folder and an FAQ which you then drag into the body section
(editor) to use as a reply. When creating an FAQ you can decide whether it will be public or
restricted to fewer users. Public FAQs can be accessed and used from locations such as the

extranet. If you choose to restrict it, only operators and administrators have access to that FAQ

article. You can also create FAQs when viewing an inbox.

@ EPiDesk Demo - Microsoft Internet Explorer

Arkiv - Redigera Visa Favoriter  Werkkbyg

Hislp

@Bakﬁt @ _) \ﬂ @ _h /.._\J Stk ‘i:(Favoriter 6}

E]@

% 8-UK

i Adress |f§| http:ffdemo. epidesk. com)ERiDesk fag. aspxid=4

o] B3 carn

€EPIDESK

Inkorgar FAQ

Filtrera FAQ-artiklar

Visa bara artiklar av faljande kategorier

Miukvara

Office 2003
Standardsystem
Hardvara
Persondatarer
Bérbara datorer
Stationd@ra datorer
Pekdaon

Server
Teckensnitt

Visa bara artiklar innehdllande ord{en):

Statistik

Inloggad som: mia

Nyheter Dokument Logga uf

FAG-artiklar
Teckensnitt

Minnen

Internetsupport
Skapa FAQ

Stk

[

@j klar

@ TilFérlitliga platser

Here, you can create a new FAQ or search in existing articles. You can also select a category

first and search within it, or enter one or more search words before starting your search.

Reading an FAQ

In the FAQ Articles box in the right-hand box, click the plus sign (+) beside a category to

expand it and read more.

%_Internetsuppnrt
ur gor jag far att anvdnda mailen i tex Outlook Express? Q146
Far att se hur man gar nar man skall lagga upp et konko | kex Outlook Express,

58 g in pd http:/ /www.foretag.se/popmail

Creating an FAQ

7

Feferens: Q146

Skapad:

2005-11-23

Uppdaterad: 2005-11-23

An FAQ can be created in several ways. It can be done from the main menu FAQ or in the

inbox view with the Create FAQ button

case.

Option |. Select FAQ from the main menu, and click Create FAQ.
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. Option 2. Select Inbox from the main menu, and click Create FAQ - in the toolbar of
the right-hand box. Then, click Create FAQ.

Nytt FAQ

V&l &mne
) Teckensnitt
) Minnen

O Inkternetsupport

O My,
{Ew)asta Avbryt

2. Select either an existing subject or New. If you select New, you are required to enter a new
“folder name” where the article will be stored (the folder name becomes a subject. The
figure above shows the Font, Memory and Internet support folders).

3. Click Next.

€] http:/fdemo.epidesk.com - New faq - Microsoft Internet Explorer E] =

Nytt FAQ

Mamn | nstallera teckensnitt

Innehallnjua;::: Ad hEFZEeEAERAES
Verdans MR H B

alla teckensnitt ligger i mappen: ~
T4 1-IREY 19-TR ALLMANMA DOKUMENTYINY GRAPHICAL PROFILENTYpShitt

Gor 53 har:

Walj Start, Installningar, Kontrollpanelen, Teckensnitt,

walj arkiv, Installera nytt teckensnitt,

wWalj enhet och mapp enligt sékvagen har ovan. alla tillganagliga teckensitt
visas i fanstret hgst upp.

R (]

(I TS [RPSRRRY. S PVER P PO oy | Py S Y ) PPy B PR

Nasta || Avbryt

4. Enter a Name for the article (caption).
5.  Enter the article contents.

6. Click Next.

Nyttt FAQ
Myckelord Fer s8kning Osce 2003, M3, mjukvara
Hantera kategorier Fel i mikvaran
Fel i Micrasaft Office 2003
[Creli standardsystem
[CIFel i hrdvaran
[Creli persondatorer
[Jesrbara datarer
[ stationara datarer
[rekdan
[IFel pé servern
[ reckensnitt

Féregdende || Spara || Avbryt

7. Fill in the Search keywords field. You can use a number of keywords and separate them
with a comma ().

8. Select one or more categories, and click Save.
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Tip To edit or add new categories you must be in Admin mode. In Admin mode, click Manage
Categories (read more about categories on p. 48).

Editing an FAQ Article
I. If you are authorized to edit, click the Edit icon. /r.,-
2. Follow the steps in the instructions above to create an article,

3. Don't forget to click Save when you're finished.

Deleting an FAQ Article

I.  If you are authorized to delete, click the Edit icon.

2. Click Delete.

Filtering FAQ Articles
I. In the left-hand box, Filter FAQ Articles, click a category in the list.

2. You can also enter one or more search words in the search field.
3.  Then, click Search.Statistics

EPiDesk contains a built-in statistics feature. You can easily choose to view statistics on the

number of incoming and outgoing cases per day, most active customers/users, etc.

The powerful statistics engine can filter categories, for example, which are then displayed
graphically. You can combine several filters in various report settings. Graphic displays can be in
the form of line charts, column charts and others.

Reporting Service

To create statistics reports from one or more inboxes, do the following:

Click the Statistics tab on the main menu bar.

Meny Statistik
Support
Inboxar Mest akkiva senaste 30 Dagar
Internetsuppork Tamn Ankal
ibidep. se 3
test mia.scholz@inexor.se 3
Support riia. gothenby@inexaor se 2
demouser@epidesk.com 1
Statistikrapporter
ke istile test
Skapa statistikrapport Mest akkiva senaste 30 Dagar
Sparade rapportinstillningar tamn Arikal
ibidep. se 61

Status New demouser@epidesk, com 1

Sparade diagram

Internetsupport
test (2005-11-22) Mest akkiva senaste 30 Dagar
Prioritet 1 - skapad (2005-11-17) lamn , Antl
demouser@epidesk. com ¢
priZep,se 1

Graphic statistics

The menu on the left shows the accessible inboxes.
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Click an inbox to show graphic statistics for user inbox activity, as well as for incoming, outgoing
and new cases for that inbox. You can also view statistics and compare activity between
different domains.

€] http:ffdemo.epidesk.com - Inbox5Statisics - Microsoft Inte... \: O E

Inboxaktiviteter

} =|nkommande

\ m | tgfende
myg drenden

L L= 2 B = s

<

Tu We Th Fr 3a 3u Mo Tu WWeTh Fr

anvindaraktiviteter

4 L]

3

2

1

T - o

Tu WeTh Fr Sa Su Mo Tu WeTh Fr
Doméanaktiviteter

|

4 | =inExor se

3 A mep sE

5 A '\X: \ demo.epldesk.co
| = epidesk.com

] T\I :

Tu WeTh Fr Za Su Mo Tu YWeTh Fr

&] Klar 8 Internet

Statistics report
I. Click Create Statistics Report in the left-hand menu.

2. The Get Statistic window opens, in which you can select one or more inboxes and add
selections and filters.
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Statistik
Skapa filter
¥ilj inkorgar att samla statistik ifrdn Filter for kategorier
[l alainkorgar [ Internetsuppart []E-post - info@foretan.se []5upport Mjubkvara
Office 2003
Standardsystem
Hardvara
Persondatarer
Barbara datorer
Stationara dataorer
Pekdon
Skapa filter for eg_en_skaper - Serer
-alj egenskap- |v || -val] jamfarelse- [ []m&ste finnas Teckensnitt [“méste finnas
Lagg till filterval
Nuvarande filter
Egenskap Jamidrelre Varde Mdte Fnnas
Hamta matchande drenden Spara urval som

The figure below shows an example of how to make a selection from an inbox. It can be

described in four steps:

Step |
Select inbox and properties, then save as a selection.

Step 2

Add filter selections. If you want several filters, make several selections and add them.

Step 3
Fetch matching cases based on the selections above. The graphic display will be based on these

cases.

Step 4

Choose how it will be displayed. Display chart. You have the option of saving both the
selections and the graphic display. Keep in mind that if you save a selection and use it later, new
information will be shown. On the other hand, if you save a chart image it won't be updated
the next time you view it.
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Statistik
Skapa filter
vilj inkorgar att samla statistik ifrdn Filter for kategorier
[¥l allainkorgar [Jinternetsupport []E-post - info@foretag.se [ Suppart Mjukvara
Office 2003
Standardsystem
Hardvara
Persondatorer
Barbara datorer
Stationdra datorer
Pekdaon
Skapa filter for eg_en_skaper o Server
il egenskap- | v || -Vl jamftrelse- |+ |1 [“] méste finnas Teckensnitt [“Iméste Finnas
Légg till filterval
Nuvarande filter
Eipenskap _mfdrelre Vv mifste finnas
Pricritet Lk 1 Sant
Hamta matchande drenden Spara urval som

Matchande drenden:

test case

konto!

Ddligt fungerande isskrapal Test
Problem med teckensnitt
Felanmélan driftsstorningar

Se resultat i diagram -
Kolumn | % | baserat pd egenskap | Prioritet [l

Visa diagram
Example:

I.  Select All inboxes.

2. Create filter for properties: Choose property- Priority. Choose comparison- Equal. Enter

number | (priority 1).

3. After selecting, click Add Filter Selections. You can continue to add more selections. Click

Add Filter Selections after each selection.

4. Click Fetch Matching Cases. The cases are now listed at the bottom of the window.

Graphics

The section above describes how to select Statistics from the main menu, and how to make
selections to produce reports on a certain type of case. To move on to displaying reports

graphically, do the following:
|. Make sure that you have followed the steps in the preceding example.

You should be in the Get Statistics window, after having made your selections.

2
3. At the bottom of the window is the "“View result in chart” section (see figure below).
4

Se resultat i diagram -
Kalumn .V. baserak pg egenskap Prioritet .V.

Visa diagram

5. Here, you choose which type of chart you want to display. You also choose to base the

chart on a property.
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Se resultat i diagram

Kalumn | % | baserat pd egenskap
Kolumn
Tarthbitar
Omrade
{Rader

Then, click Display chart.

Se resultat i diagram

Kolurtn (3] bsserat p3 egenskap | Status (v}

Visa diagram
Matchande renden:
[ Total 5 renden)
3
2
2 2

A z
n
t
a
1

Status

Visa fliter || Spara dlagram som:

You can save your chart by entering a name and clicking Save chart as.

To view selections again, click Show filter.

You can select another type of chart based on a different property, and click Display chart
again.
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5e resultat i diagram

[ Tantbitar [ pasers o eqenciep

Diatum Format: | ¥y ¥/ hi/dd

Visa dlagram

Matchande renden:

[ Total 5 renden)

W Skapad %o
W z005-11-15 z0
W 2005-11-1¢6 20
W 2005-11-17 40
M 2005-11-23 20

Tip To easily switch between the different selections, click the Show filter and Display chart

buttons in the different windows.

Showing saved charts

To show a saved chart, do the following:

I. Click the Statistics tab on the main menu.

2. On the left-hand menu under the Saved charts heading is a list of all saved charts. Click

the saved chart you want to show.

@ EPiDesk Demo - Microsoft Internet Explorer

l=Joes
ar

Arkiv Redigera Wisa  Favoriter  Werkbyg  Hjdlp
)
Inloggad som: mia
EPIDESK Inkorgar FAQ Statistik Myheter Dokument Logga uf
Meny Statistik
Support
Inkorgar Mest akkiva senaste 30 Dagar
Internetsuppork Tamn Ankal
. jhi@ep s 3
E-post - info@foretag.se mia.scholz@inexor.se 3 |
Support riia.gothenby@inexar.se 2
demouser@epidesk.com 1
Statistikrapporter
. E-post - info@foretag.se
Skapa statistikrapport Mest akkiva senaske 30 Dagar
Sparade rapportinstallningar MNarmn Antal
jbi@ep. s &l
hoppo demouser@epidesk.com 2
Status New
Internetsupport
Sparade diagram Mest akkiva senaste 30 Dagar W |
test (2005-11-22) amn _ Antzl
demouseri@epidesk.com 4
Prioritet 1 - skapad (2005-11-17) prEep. se 1 U
v
@ & TillFérlitioa platser
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Documents
Click the Documents tab on the main menu.

An inbox can contain the documents related to it. You can also choose to store documents in
public folders. The documents that you upload to a public folder are the documents that can be
read and used from the extranet.

@ EPiDesk Demo - Microsoft Internet Explorer g@
Arkiv - Redigera  Wisa  Favoriter  Werkbwg  Hjglp ﬂ'

[

Inloggad som: mia

EPl DES K Inkorgar FAQ Statistik Nyheter Dokument Logga ut
Meny Uppladdade dokument
Internetsupport Support/Dokument

Avtal E-post - info@foretag.se /Dokument

e o Lo

E-post - info@foretag.se Internetsupport, Avtal

Dokument Tjanstespecifika villkor.doc
Tjanstespecifika villkor Bredband
Support
Allmanna willkor Bredband.doc
Dokument

Allmanna vilkor Bredband
Publika mappar
Extern mapp

Dokument

@ @ TillFarlitiga platser

Opening Documents

. In the left-hand menu, click Documents under the inbox name or Documents under the

External folder heading. Uploaded documents are now shown in the Uploaded Documents

box.

Uppladdade dokument
Support,/Dokument

test /Dokument

o e [

Internetsupport,Avtal
Tjanstespecifika villkor.doc
Tianstespecifika villkor Bredband

Allménna villkor Bredband.doc
Allmanna villkor Bredband

2. Click the document you want to open.
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Filhamtning

VYill du oppna eller spara den har filen?

@ j Mamn: Tjanstespecifika villkor. doc

Typ: Microsoft Word-dokument, 25,0 kB

Frén: demo.epidesk.com

Oppnha ] [ Spara ] [ Aabryt

‘Warna alltid innan filer av den har typen opphas

Filer du hamtar frén Internet kan vara anvandbara, men vissa filer
kan eventuellt skada datarn. Om du inte litar p& kallan bor du inte
oppna eller spara filen. Yilka rzker innebar detta™

3. Click Open to open it in the same window, or click Save first.

Uploading Documents

I. Select Documents under the inbox or external folder to which you want to upload a

document.
2. Click Upload document at the right, to open a window for uploading. j
@ newDocument - Microsoft Internet Explorer E] |
Dokument

Walj fil att 15gga kil [janstespecifika villkor.doc |_Bladdra...

Beskrivning: Tjénstespecifika villkor Bred.band|

Lagg til dokurnent || Avbryt

@ Klar & TillFsrlithoa platser

3. Click Browse.

4. Select a document, and click Open.

5. Fill in the Description field. The information entered in this field is shown under the file

name in the document list when you click main menu Documents (see example below).
6. Click Add Document.

Tjanstespecifika rillkor.doc
Tignstespecifika villkor Bredband %

Editing a Document
I. Select the document you want to edit. If you are authorized to edit, the Edit j

symbol is shown at the bottom right, following the document's description.

2. Click the Edit symbol.

3. Edit and make necessary changes.
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4. Click Update Document when you are finished.

Deleting a Document

I. Select the document you want to delete. If you are authorized to edit and delete, j
the Edit symbol is shown at the bottom right, following the document description.

2. Click the Edit symbol.
3. Click Delete

News

Click the News tab on the main menu.

An inbox can contain the news related to it. You can also choose to store news in public
folders. The news you upload to a public folder is the same news that can be read from the

extranet.
€] http:/fdemo.epidesk.com - EPiDesk Demo - Microsoft Internet Explorer E]@
Arkiv Redigera  Wisa  Fawvoriter  Werkbwvg  Hijélp :f

[

Inloggad som:mia

EP| DES K Inboxar FAQ Statistik Nyheter Dokument Logga ut
Meny «» Nyheter
Internetsupport test; Nyheter Support <
Driftstatus Support; Nyheter [ 3 r
test
es Support/ Driftstatus <
Myheter Support }
Internetsupport/ Driftstatus <
5 t
uppor » Driftstorningar Kopingsstad [z005-11-23 09:32:55]
Myheter Aterkornmande driftsstérningar i Képingsstad
Driftstatus N |

Publika Mappar
Extern Mapp

Myheter

@ B nkernet

Creating News
To add news to an inbox or external folder, do the following:

SE

I. Click the “green plus sign” to open the Create news folder.
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@ http:/fdemo.epidesk.com - Skapa nyhet - Microsoft Int... E]

Skapa nyhet
Titel: Driftstarningar

Introduktion: |Myinstallation av servrar kommer att paga under vecka 49

Innehdl: Under wecka 49 komrer IT-awvdelningen

byta ut befintliga servrar mot nya.

Fir att minska stdrningarna s& mycket

som mwdjligt kommer bytet att ske

kwrallstid.
Skrivet av:

Skapa nyhet || Avbryt

&) B Internet

2. Enter Title, Introduction, Content and Written by.
3. Click Create, or click Cancel to cancel this action.

News is displayed on the main page as follows:

Internetsupport/ Driftstatus ~E

» Driftstorningar
Myinstallation av servrar kommer att pigd under vecka 49

Reading News

Click the link/title to read the entire news item.

» Driftstoppingar
N\,rinstalll?_‘ﬂ]‘u av servrar kormer att pigd under vecka 49
Under vecka 49 kommer IT-avdelningen byta ot befintliga
servrar mok reea, For bk minska stdrningarna s& mycket sam
rdiligh kommer byket atk ske ko allskid,
Skrivet av: Katarina K

The Content and Written by fields are now also shown.

Editing News
I.If you are authorized to edit, click the Edit icon.
2. Follow the steps in the instructions above to create news.

3. Don't forget to click Save when you're finished.

Deleting News

I. If you are authorized to delete, click the Edit icon.

2. Click Delete
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Administrator Interface

Administrator interface is where you manage inboxes, users, licenses and much more. You get
to administrator interface by entering http://domainname.com/epidesk/admin.

@ EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer M
Arkiv Redigera  Wisa Fawvoriter  Werkbwg  Hijslp ;?
¢ Adress |@ http:ffdermo, epidesk, comepideskadmin/ M G kil

Licensinformation
Hantera anvdndare
Hantera inkorgar
Redigera kategorier
Redigera mallar

Hantera for &7 EpiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer uw
Hantera ex!
Arkiv Redigera Wisa Favoriter  Werkbyg  Hjdlp ;ﬂ'
i pdress @ http:ffdemo, epidesk., com/epidesk) adming M & kil
EPIDESK Licensinformation @
[ Information H Installera en ny licens H Licensavkal ]
Licensinformation
@ Klar Hantera anvindare .
Hantera inkorgar Licens ID 16096- 16096
Redigera kategorier Licensierad Lill Per Rask
. person
Redigera mallar T I
. icensierad ti
Eanfera for:'nular féretag ElektroPaost
@ EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer M
Arkiv - Redigera  Visa  Favariter  Werkbvg  Hjslp ;#
¢ Adress |@ hkbp: ffderno, epidesk, comy epideskiadmin/ M =4 ill
. ~
Hantera anvandare =
= Licensinformation Licensierade anvandare
Hantera anvindare epiadmin Flytta anvandare fran denna grupp
Hantera inkorgar mia Flytta anvdndare frdn denna grupp
Redigera kategorier EPhoppo =
Redigera mallar EP'jb
Hantera formular EP'MikaelR.
Hantera externa mappar EPpr
EP"Ruwen
Skapa anvandare

Légg tl anvandare | grupp EPIDeskGroup

@ Klar & TilFselithaa platser
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Login

You get to the administrator interface by entering "/admin" after the URL.

E.g

http://domainname.com/EPiDesk/admin.

Namn | |

Lisenord | |

[ Automatisk pdloggning mot den har

webbplatsen

Om du loggar in kommer cookies att anvandas

Enter your name and password, and click Login

EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer

@&

verklyg  Hislp

arky  Redigera  Visa

Eavoriter

M=%

Licensinformation
Hantera Anvandare
Hantera Inboxar
Redigera Kategorier
Redigera Mallar

Hantera Formular
Hantera Externa mappar

€l

0 Internet

From here, you administer everything that concerns licenses, users, inboxes, categories, etc.

License Information

In Admin mode, select License Information from the left-hand menu. The License Information

tab is shown. Here, you can find out who the program is licensed to, which company, maximum

allowable users, ID and restrictions.

The license is a file connected to a specific computer's IP or MAC address. The basic package

includes a license for five users. Upgrading to a new version or more licenses requires

installation of a new license file.

€] http://demo.epidesk.com - EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer

Arkiv

Redigera Yisa Favoriter  Werkbyg

Hilp

Licensinformation
Hantera Anvandare
Hantera Inboxar
Redigera Kategorier
Redigera Mallar

Hantera Formular
Hantera Externa mappar

License information @

Information ” Installera en ny licens ” Licens avkal l

M=% |

18096-16096
Licensierad till person Per Rask
Licensierad till foretag ElekkroPost
Licensbeskrivning

Licens ID

Max antal anvdndare: 100

Restricted to MAC-address 00-14-38-C4-23-0C
Restricted to version 1.0-2,9999

Begransningar

O Inkernet
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License Agreement

Click the License Agreement tab to open the entire agreement text.

] EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer

Arkiv  Redigera  Visa

Licensinformation
Hantera anvindare
Hantera inkorgar
Redigera kategorier
Redigera mallar

Hantera formular
Hantera externa mappar

Favoriter

E]@

Werkbyg  Hidlp

Licensinformation 2

[Informat\on ” Installera en ny licens ” Licensavtal l

END USER LICEMSE AGREEMEMT FOR EPIDESK

IMPORTANT, READ THROUGH THE GEMERAL COMDITIONS FOR THE LICENSE AGREED
INSTALL AMD USE THE PROGRAM, BY INSTALLING, COPYING, DOWNLOADING, HAVI
ANY OTHER WaAYT USING THE SOFTWARE, vOU ACCEPT THE LICENSE CONDITIONS B
AGREEMENT THEREFORE BECOMES BINDING,

IF YOU DO NOT ACCEPT ALL THE CONDITIONS, RETURM THE PROGRAM TO THE CORM
IT FROM FOR A FULL REFUND OF THE LICENSE FEE AND RETURMN ©OF THE PURCHASE,

1. Definitions

ElektroPost means ElektroPost Stockholm AB. Software means {a) all of the contents
the files, CO-ROMs or other media with which this agreement is provided, including (i
EPiDesk software; (i) related explanatory written material or files {Docurmentation);
(iii) stock files; and (b) upagrades, modified versions, updates and additions of the
Software (Updates). Use means to access, install, download, copy or otherwise use tIM

[il m | [L]

@ Klar

@ TilFsritliga platser

Installing a New License
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The license file is sent via e-mail from EPiServer's license managing system (through the dealer

EPiDesk was purchased from). Store the license where it is easily accessible during file

installation, such as on the computer's desktop.

I, Click the Install a New License tab.

@ EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer

Arkiv Visa Faworiter  Werktyg  Hjalp

Redigera

E]@

Licensinformation 2

Infarmation || Installera en ny licens || Licensavtal

Licensinformation
Hantera anvandare
Hantera inkorgar
Redigera kategorier
Redigera mallar
Hantera formular [
Hantera externa mappar

¥alj ny licensfil

Bladdra...

Ladda upp och verifiera licens ]

@hl Klar

@ TilFsrlitliga platser

Click Browse beside the Select new license file field.

Click Desktop in the Open dialog box (or find the file where you chose to store it).

2
3
4. Select the license file, and click Open.
5. Click Upload and Verify License.

6

Once the file is uploaded, the Information tab is updated automatically. Click the

Information tab to verify.
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Managing Users

In Admin mode, select Manage Users from the left-hand menu. A list of licensed users is shown.
You can add and move users to and from the EPiDeskGroup. EPiDeskGroup is the default
group when EPiDesk is installed. You can send passwords to external users via e-mail.

&1 EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer g@
Arkiv  Redigera  Visa  Favoriter  Werkbyg  Hjélp 4"’

Hantera anvandare ]

Licensierade anvdndare
epiadmin Flytta anvandare frdn denna grupp

Licensinformation
Hantera anvindare

Hantera inkorgar mia Flytta anvdndare frin denna grupp

Redigera kategorier EP'hoppo

Redigera mallar EP'.jh

Hantera formulér EP'MikaelR

Hantera externa mappar EP'pr E
EP'Ruwen

Skapa anvandare || Lagg till anvandare | grupp EPIDeskGroup

Externa anvandare
5and |&senard till anvandare med e-post

Skicka

]

@ & TilFarlitiga platser

Licensed Users

Licensed operators that are created must be members of the default EPiDeskGroup.

Moving/removing users

To remove a user from the group, click Remove User from Group.

Adding users
To add a user to the EPiDeskGroup, do the following:

|. Click Add User to EPiDeskGroup.

Anvindare

Licensierade anvandare

Skapa anvandare 'E Lagga tll anvdndare | denna grupp
Externa anvandare
S&nd lgsenard kil anvandare med email

Skicka

2. Click the drop-down arrow and select the user to be added.

3. Then, click Add User to EPiDeskGroup. The user is now a member of the EPiDeskGroup.

External Users

When a user has forgotten his password, the administrator can re-send the same password via

e-mail. The password is encrypted and stored in a database, so the administrator never sees it.
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Externa anvandare
5and lésenard kil anvandare med email

mh@ep. sg| Skicka

Do the following:
. Enter the external user's e-mail address in the field.

2. Click Send.

A message is now sent to the e-mail address entered. The message contains the username (e-
mail address) and password.

Managing Inboxes

In Admin mode, select Manage Inboxes from the left-hand menu. Here, you manage all inboxes
with all the settings for replies, how long a case may be open, which texts are written in auto-
replies, reminders etc.: in other words, all the settings for respective inboxes. It is also here that

you add new or delete old inboxes.

&1 EPiDesk Demo - EPiDesk 2.0.0.0 - Microsoft Internet Explorer Q@
© Arkiv Redigera Yisa Favoriter  Verktyg  Hjslp -:,'

Hantera inkorgar

Internetsupport Ta bort
Licensinformation

Hantera anvandare
Hantera inkorgar
Redigera kategorier
Redigera mallar Support Ta bort
Hantera formuldr
Hantera externa mappar

Test Ta bort

Légg till Inkorg

€] @ TillFarlitliga platser

Creating Inboxes

To create a new inbox, do the following:

I.  Click Add an Inbox.

Hantera inkorgar

Iy inkorg

baserad | [v]

pd
Mamn

E-
postadress
Légg till

2. From the New Inbox based on field on, you select the inbox who's settings you want to
copy. In this way you avoid making settings from scratch. If you do not want to base the

inbox on another, leave the New Inbox based on field blank.
3.  Enter a name for the inbox.

4. Enter the e-mail address of the person who will be notified with a message every time a

new case comes to the inbox.

5. Click Add.
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Inbox Settings

To administer an inbox, click the inbox name. The inbox opens on the Common tab.

Inkorgen

Spara || Avbryt

[Gemensamt H Btgardstider ” Listnirigar ” S&tE rattigheter ” Formular l

E-postinformation

Mamn Internetsuppart

E-post kundservice@demo, epidesk. com

Matifisringsmeddelande vid nytt
arende

Beqgransa inkorgen il domaner

frende stangs 14 | Dagar v

Mall F&r sidfok Footer (EM) vl mall
Mall Far sidhuyud Prefix valj mall
Mall Far piminnelse Reminder vl mall
Mall Far autoswar AutoRephy SY Valj mall
Mall Far Forward piminnelse ForwardReminder vl mall
zl:al”;b; notifiering vid nyte Motification vl mall
Mall Fér tilldelning Reassign VAl mall
Mall fér avvisade mail Reject vl mall

When you have made the settings for the inbox, click Save. To cancel without saving, click
Cancel.

The Common tab

This is where you enter the inbox's name and e-mail address. You can also restrict the inbox to
certain domains. Enter domain names and divide them with a semicolon (;) when there are

more than one.

Notification e-mail on new case

This is where you enter the e-mail address of the person or persons who will receive a message
every time a new case comes to the inbox. Enter e-mail addresses with a semicolon (;) to
divide when there are more than one.

Pending timeout

This is where you enter the time until the case is closed. A case is closed automatically if it has
had Pending status for more than 14 days. After 70% of this time has gone, a message is sent to
the user as a reminder that a reply still has not been made (if this is defined on the “Reminder
template”).

After 14 days, the case is closed automatically. It is possible to change this time via the
Properties button in operator interface. (Read more about managing times for warning

messages and pending timeouts on p. 41).

The different templates explained

Footer template

The example below shows the Footer (Sv) template. This template is used for the default text
written at the bottom of all e-mail messages from this inbox.
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Till er tjanst,
ElektroPosts kundtjanst

Kommentarer? Svara bara p3 detta epost-meddelande om du har
synpunkter eller kammentarer, Ditt meddelande kommer automatiskt att
knytas till drendet.

Problemet lost? Klicka har fér att falja ditt rende anline, med
majligheten att stidnga arendet, Du behdwver ett ldsenord fir att folja
grendet:{CaseTicket}

Prefix template

The example below shows the Prefix template. This template is used for the default text

written at the top of all e-mail messages from this inbox.

Regarding case #{PageLink}, {PageMName}

Reminder template

The example below shows the Reminder (SV) template. This template is used for the text
written in reminders sent from this inbox. A reminder is sent to users who have not responded

to an earlier reply. The reminder is sent after the time specified in respective inboxes.

Ert arende #{Pagelink} "{PageMame}" vantar p3 dterkappling frin er
am ni inte svarar pd detta meddelande kommer vi automatiskt att
stanga arendet. Om du viljer att svara kommer att Srendet att dppnas
ach bli 1ast av ndgon pa var support,

Problemet lost? Mi kan d3 stanga rendet direkt har. For att komma
in i denna area maste ni anvanda denna hermliga kod: {CazeTicket?}

varfor fick du detta mail? antagligen for att vi inte vet om wart
senaste svar hjalpte er.

Till er tjgnst, M
Auto-reply template

The example below shows the Auto-reply SV template. This template is used for the text written
in the auto-reply, sent from this inbox as soon as a case arrives.

Hej,
Din friga har tagits emot och givits arendenummer:  {PageLink,
Kommentarer? Om du kammer pd nagonting ytterligare eller vill skicka

in kammentarer s3 skickar du bara epost till adressen {Pagelinkt
@epidesk.ep.se eller svarar pd detta mail,

andra frédgor? Har du andra frigor =3 skicka dessa i ett nytt epost-
meddelande till support@epidesk.ep.se . D3 skapas automatiskt ett
nytt arende. Undwik att blanda in andra frigar i detta drende (dvs
besvara inte detta epostmeddelande med andra frigor),

Forward reminder template
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The example below shows the ForwardReminder template. This template is used for the text
written in the messages sent from this inbox to persons who have received a forwarded

message, but not replied. The time at which this message is sent is configured for respective

inboxes.

& question is waiting for feedback from you.

Regards
ElektroPost Customer Support

From: {From}
Subject: {PageMame]}
Message:

{MainBody}

Template for new case notification

The example below shows the Notification template. This template is used for the messages

sent to those persons requiring notification when a new case has come to the inbox.

A new case #{PagelLink} "{PageMame}" has been created in {Inbox}

From: {From}

To: {To}

Subject: {PageMame}
Message:

{MainBody }

Template for reassign

The example below shows the Reassign template. This template is used for messages sent to

the person to whom a case has been assigned. The assigning is placed in the case's properties/

settings.

& case #{PagelLink} "{PageMame}" has been assigned to you in
{Inbow

From: {From}

To: {To}

Subject: {PageMame}
Message:

{MainBody T

Reject template

The example below shows the Reject template. This template is used for the messages sent to
anyone trying to send a case to an inbox restricted to certain domains. Persons trying to send

a case receive a message stating that they do not have permission to do this.
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The inbox {To? is configuered to reject mail from your maildamain,

Please contact site administrator for further information.

Templates - select or switch template

Every template contains the text content which is written in a reminder, auto-response, footers
at the bottom of all types of e-mail messages, etc. For more information about contents in
respective templates you can read more in the Editing Templates section on p. 49.

To select or switch template, click Browse template.

@ TemplateEditor -- Webbs...

Mallar Walj mall kil wanster
Reject

Reassign
ForwardReminder
Issue template
Footer {SY¥

Fod " (EN)

Prefx
Motification
Reminder {5¥)
SLA Limit

SLA Warning
Reminder
AutoReply S¥
AutoReply (EN)

Select

http:,l',l'derno.epidesk.corr|ﬂ Inkernst A

Select one of the templates, and click Select.

The Response times tab

Click the Response Times tab.

Response times is a feature with which you can create automatic messages connected to
different priority levels. This feature can be used with e-mail to notify those in an organization
responsible for making sure cases are responded to within a certain time (escalation). Every
priority level can be configured with a warning time and a time limit for business hours or total
time.

Business hours are defined in a module (see below) and normally consist of the time an

organization employs workers, or the hours included in a service undertaking, SLA, etc.

Hours are counted from the time a case arrives in the inbox, until it is replied to (status
changed to pending) or closed.

Warning time- business hour and Time limit - business hour are only counted during business
hours.

Total time is counted from when a case arrives in an inbox until it is replied to (status changed

to pending) or closed. Total time is not related to business hours.
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Inkorgen

Spara || Avbryt
Gemensamt || Atgardstider ” Liskningar ” Satt rattigheter ” Farmul&r l

¥isa information om Atgérdstider

Ny nivd
I _ ~ - _ Yarningstid, Granstid, Yarningstid, Grinstid, q =
Prioritet ¥arning e-post Grans e-post Kkontorstid | kontorstid totaltid totaltid Yarningsmall Gransmall
: . 4 g a . =
3 demauser@epidesk.com demouser@epidesk.cam Arbetsdagar Arbetsdagar 14 Dagar 14 Dagar  5LA ‘Warning  SLA Limit
2 demauser@epidesk.com demouser@epidesk.com 11 Timmar 12 Timmar 14 Dagar 14 Dagar  SLA ‘Warning  SLA Limit
1 demouser@epidesk. com demouser@epidesk.com 5 Timmar 6 Timmar 14 Dagar 14 Dagar SLA& Warning  SLA Limit
a demouser@epidesk. com dermouser@epidesk.com 1 Timmar 2 Timmar 14 Dagar 14 Dagar SLA& Warning  SLA Limit

Madul fér att bestamma kontarstid | EPiDesk;EPiDesk, Core, Modules. BusinessHour |+ |

Create new response time

To create a new response time, click New Level.

Inkorgen

Spara || Avbryt

Gemensamt || Atgardstider H Listringar H Stk rattigheter H Formular l

¥isa information om Atgardstider

Prioritet Ej prioriterad v

Warning e-post

Grans e-post

Warningstid, kontorstid 14| Arbetsdagar v
Granstid, konkorstid 14| Arbetsdagar v
Varningstid, totaltid 14| Dagar v

Gransstid, totaltid 14| Dagar [ v]

Mall Fér ukskick efter

warningstid VAl mall

Mall Far ukskick efter granstid Val mall

Légg till nivd

Priority
Here, you enter the priority for a response time. Select from Not Prioritized, Priority |, 2 and
3. The number of levels and level names can be customized and set up during installation by the

partner who delivers EPiDesk to the customer.

Warning e-mail
Here, you enter the e-mail address to which your warning message is sent, when the warning
time for a case has been reached. When entering multiple e-mail addresses, separate them with
a semicolon (;).

Limit e-mail
Here, you enter the e-mail address to which your warning message is sent when the warning
time for a case has been reached. When entering multiple e-mail addresses, separate them with

a semicolon (;).

Warning time - business hour
Here, you enter the allowable time from when a case comes until a warning message is sent.
The message is sent to the e-mail address entered in the Warning e-mail field above. Warning

time - business hour is only counted during business hours.

Time limit - business hour

Here, you enter the allowable time from when a case comes until a message is sent stating that
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the time limit has been reached. The message can be sent to a manager within the organization,
and escalated in this way. The message is then sent to the e-mail address entered in the Limit e-

mail field above. Time limit - business hour is only counted during business hours.

Warning time - total time

Here, you enter the allowable time from when a case comes until a warning message is sent.
The message is sent to the e-mail address entered in the Warning e-mail field above. Warning
time - total time is not related to business hours.

Time limit - total time

Here, you enter the allowable time from when a case comes until a message is sent stating that
the time limit has been reached. The message can be sent to manager within the organization,
and escalated in this way. The message is sent to the e-mail address entered in the Limit e-mail
field above. Time limit - total time is not related to business hours.

Template for warning when case not handled

|. Click Browse Template to select a template to send when the warning time has been

reached.

€] TemplateE ditor -- Webbsidediato... | ? |23

Mallar Walj mall kil wansker
Reject

Reassign
ForwardReminder
Issue template
Footer {S¥)
Footer (EN}

Prefix

Motification
Reminder {(S¥)
SLA Limit

SLA-W arnin:

Ref "wder
AutoReply oY
AutoReply (EN)

Select

hktp:fidema.e) & Internet

2. Select the SLA Warning template (this is the default installation - there may be others to
choose from).

3. Click Select.
Template when case not handled

I. Click Browse Template to select a template to send when the warning time has been

reached.

2. Select the SLA Limit template (this is the default installation - there could be others to
choose from).

3. Click Select.

4. Click Add Level.

Module to determine business hour

This is where you indicate the module for business hours. A module for business hours is
included in the delivery of EPiDesk: Monday to Friday 8AM - 5PM. You can customize business
hours by developing your own business hours module and adding it to the EPiDesk system. (see
EPiDesks technical documentation).
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5. Don't forget to click Save when you're finished.

The Lists tab
Click the Lists tab.

Here, you enter names for news and document groups for each inbox. To better understand
what this means, it can also be described as a container for news articles and documents. The
changes you make here apply to the inbox you administer - as opposed to generally for all
inboxes.

Inkorgen

Spara || Avbryt

IGemensamt H Atgardskider H Listningar H Satt rattigheter H Formulér ]

News list
Driftstatus Ta bork
&lmant  Ta bort

Lagg till

EPiDesk DocumentFolder
avtal Ta bort

Lagg till

Add a news list

I, Click Add under News lists.

Internet Explorer-prompt

Skriptprampt;

Hamn
byt

|lmin

2. Enter a name in the user prompt, and click OK.
Add a document list

I. Click Add under EPiDesk DocumentFolder.

2. Enter a name in the user prompt, and click OK.
Delete a list

Click Delete beside chosen list.

The Access Rights tab
Click the Access Rights tab.

On the Access Rights tab you'll find all you need for administration of access rights. Here, you can
add groups or users, as well as edit authorization/access rights for groups, users and super
users. The changes you make here apply to the inbox you administer - as opposed to generally

for all inboxes. The window is divided into two sections: Set Access Rights and Super Users

Note The changes you make here apply only to the inbox you administer; in other words, the
inbox selected when you earlier selected Manage Inboxes and a specific inbox, before clicking
on the Access Rights tab.
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Inkorgen

Spara || Avbryt

[ GEmensant: ” firgardstider " Listningar ” Sétt rattigheter || Formular

Satt rattigheter

Las Skapa fndra Radera Publicera Administrera

& Everyone O O o o O
m Adrniniskrators
m ‘WebEditors [
m Webddmins
i EPiDeskGroup
& LaBaN epideskuser
[ Lagg kil grupp ] [ Laqgg till anvandare ] 3k,

Adding a group or user

I. Click Add Group or Add User. You can also enter part of a user or group name, and click

Search.

] Lagg till anvandare/grupper -- Webbsidedialogruta

Biefintliga: Lagaq till:
eniadiin HPS
mia
ARGRymous
Creatar
EFijb
EP\MikaslR
EF\per
EP'pr
EPYRuweR
jb@ep.se_EPiDeskExternalllser ["]

[ ok ][ avbrt |

http: {fdemo. epidesk, comfeditf SidBrowser, aspxftype=-2i 8 Internst

The window consists of two sections: Existing and Add. The Existing box contains all existing
users and groups.

2. Select the user or group you want to add.

3. Click the arrow pointing towards the Add box. The user or group has now been moved to
the Add box.

4. Click OK when you are finished.

The user or group is now added, but currently has only Read rights.
Changing access rights for groups or users
I. Select or clear the check boxes for Create, Change, Delete, Publish or Administer.

2. Click Save at the top of the window.
Deleting a group or user.
I. Click Clear at the end of the group's or user's row.

2. Click Save at the top of the window.

Super users
Do the following to add a new super user:

I. Click New Super User.
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Superanvindare
E-post: rbi@ep.se
Avaransa anvandare till doméner
sll.se
Laga til anvandare | []sand asenard kil
anvandare
E-post Avgransa anyindare till domaner

2. Enter the super user's e-mail address.

3. You have the option to select Restrict user to domains. If you do not restrict to domains,

the super user will be able to view all cases in the inbox.

4. Enter the name of the domain which the super user is restricted to. Leave blank if the

check box above it is clear.

5. Select the Send ticket to user check box if you want to send the e-mail message containing

username and password information to the super user.
6. Click Add User.

An e-mail message containing password and login information is sent to the super user. The
super user uses her e-mail address as a username when logging in to the extranet. http://

www.company.se/epidesk/public (same login procedure as users)

7. The super user is added to the list below:

E-post Awgrdnsa anvandare till domaner

8. Click Save at the top of the window when you are finished.
Deleting a super user

I. Click Delete at the end of the row.
The super user is deleted at once.

Editing a super user

Click Edit at the end of the row.

2. Make desired changes to the various fields.
3. Click Update user.
4

Click Save at the top of the window when you are finished.

The Forms tab

On an extranet, users can normally fill out a form to send a case to support. If a user intends to
use forms and send e-mails, the e-mail address for the inbox must be indicated. If you want to
remove the possibility to send e-mails, you have to delete the e-mail address from the E-mail
field (click Manage Inboxes, select the inbox name and delete the e-mail address from the E-
mail field).
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Inkeorgen

Spara || Avbryt
lGemensamt H &rgardstider H Listringat ” Satt r&ttigheter ” Formular L

To add a form, do the following:

. Click Add to add a form.

&1 Add Form -- Webbsidedialogruta | ? |24

Marnn

Walj | [l]

Forrmular:

[ Publika Farmular

OK

http:ffdermo. e |ﬂ Inkernet

2. Enter a name for the form. The form name automatically becomes a shortcut/URL to that

form, e.g. www.company.com/name.

3. Select a form by clicking the drop-down arrow to the right of Choose form. The available
forms in this list have been created in administrator interface Manage Forms (see p. 51).

You can select several forms connected to the same inbox.

4. Select the check box if you want the form to be public.
If the form is not public it can be connected to a user group in the company's catalog

server, so that only users logged in to the network (intranet) can access it.

5. Click OK when you are finished.
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Editing Categories

In Admin mode, select Manage Categories from the left-hand menu. When an operator is
handling a case and clicks the Properties button, it is possible to select case categories. Here,
you decide and administer which categories are shown, and in what order they are listed. You

can add new categories, delete categories, move them, etc.

Kategorier @
Definiara o kategorier zom din webbplate anvdnder. Dessa kommer att vara tligangliga / redigeraldget for vare 5ida under “Kategoriar”,

F:f;;a Flr\:-Et:a MNamn Beskrivning Synlig ¥albar I‘fiﬁg hL?t
(V] Mjukvara Fel | mjukvaran x x [+] Q
) Office 2003 Fal i Microsaft Office 2003 % % © ©® [fnda]
Standardsystem Fel i standardsystem % % [+] [x] m
(1] < Hirdvara Fel i hdrdvaran b3 b3 L] ]
(4] Persondatorer Fel i persondatorer x x [+] [x]
] Birbara datorer Bérbara datorer x x L] Q -
] Station&ra datorer  Stationéra datorer ® ® ] (] -
Pekdon Pekdon x x [+] (<] -
Setver Fel pd servern x x D [x] -
Teckensnitt Teckensnitt b3 x [+] Q

& Flyttar kategorin upp ekt steq i liskan.

& Flyttar kategarin ner ekt steq i liskan,

O Laqq till kategor under vald kategori, Observera att du méste spara for atk Farandringen skall I8 igenom

@ Ta bort kategori. Observera atk om kategorin har underliggande kategorier kommer de att Flvttas upp en nivd

New category
I. Click Add.

2. Enter a name in the Name field. This name is used in programming.

3. Enter a description in the Description field. This name is seen by operators (support
personnel) when selecting a category. The field can also be language-encoded.

4. Select whether the category will be Visible and/or Selectable.
5. Click Save. The new category is added at the bottom of the list.

Tip You can click Add on the row of any category to add a new category under it. Enter name

and description, and click Save.
Edit a category:
Click Edit beside a category to edit that category's information.

Click Save.

Move category up in the list.
Move category down in the list.
Add category under current.

Delete category from the list.

QOGO ~ -
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In Admin mode, select Manage Templates from the left-hand menu. Here, you administer

existing templates used when creating settings for respective inboxes. You can also delete

templates or add/create new templates.

Redigera mall

Reject Andra
Reassign Andra
ForwardReminder  Andra

I

ssue template Andra

Footer (5Y) Andra
Foater (EM) Andra
Prefix Andra
Motification Andra
Reminder (5¥) Andra
SL& Lirnik Andra
SLA Warning Andra
Reminder Andra

AutoReply 5Y Andra
AutoReply (EN)  Andra

Légg til

Adding/Creating a Template
.

Click Add New.

Redigera mall

Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera
Koplera

Ta bert
Ta bert
Ta bort
Ta bort
Ta bort
Ta bert
Ta bert
Ta bort
Ta bort
Ta bort
Ta bort
Ta bert
Ta bert
Ta bort

B/ Ualizi=

ESSAYY rEBRAEHEAEFS

Agency FB

[w][s (]|

M | Heading 1

il

alt

ase ID

ase subject
ase kicket
ent from
ent to
ontent

ser email
reated
nbox name

Spara || Forhandgranska || Avbryt

In the editor you can edit the text and add or delete fields found there. Fields found in the

editor are enclosed by braces {}, e.g. {CaseTicket}. You have many possibilities to customize

format and layout with the help of the editor's powerful editing features (for more information

on formatting in editor, read the section, The editor, on p. | |, read about fields in the right-hand

box in the following section, Explanation of the various fields).

l.
2.

Enter a name for the new template.

Enter desired text content in the editor window.

drag and drop the field where you want it in the editor.

Click Preview before you approve it, by clicking Save.
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Explanation of the Various Fields
Case ID

The case number automatically assigned each case.

Case subject
The text or caption entered on the subject line of an e-mail message (or the subject line of a

form).

Case ticket
The automatically generated password connected to the user's e-mail address.

Sent from

The user's name shown with the e-mail address.

Sent to
The e-mail address (inbox address) a case is sent to.

Content
The text content a user enters in the body, or “message field”, of an e-mail message (or online

form).

User e-mail

The user's e-mail address.

Created
The date and time a case came to an inbox.

Inbox name

The name of the inbox.
Editing a Template
I.  Click Edit.

Redigera mall

Footer (34}

B I UaEE Ao bEReEEIRED Fat o
fgency FB w8 |w [ ] ™ Case subject
= = — — Case ticket
Till er tjanst, Sent from

ElektroPosts kundtjénst Gent to
Content
User email

Kommentarer? Svara bara pd detta epost-meddelande om du har Created

synpunkter eller kommentarer. Ditt meddelande kommer automatiskt att Inbox name

knytas till drendet,

Problemet lost? klicka har far att folja ditt drende online, med

mijligheten att stdnga arendet. Du behdver ett [6senord for att folja

Zrendet: {CaseTicket}

Spara || Férhandgranska | Cancel

Firhandgranska

Till er tjanst, [~

ElekiroPosts kundtjsnst

Kommentarer? Svara bara pd detta epost-meddelande om du har synpunkter eller kommentarer. Ditt meddelande kommer automatiskt att
krytas till drendet.

Problemet I6st? Klicka har fir att filja ditt rende online, med mijligheten att stSnga Srendet. Du behiver ett lbsenord fir att filja
arandat trstticrkat

Read the section above for instructions on how to insert text and fields in the editor.

2. Make the necessary changes. Add or remove fields.

3. Click Save (below the editor).
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4. Click Preview to preview the result in the lower box. Click Cancel to cancel this action.

Copying a Template

To avoid having to create templates from scratch, it can sometimes be better to copy an
existing template and make adjustments to it.

I. Click Copy.

2. The name Copy of XXX is now shown in the name field at the top.

3. Rename the template something else.

4. Make necessary changes (see instructions in the section, Editing a template, on p. 50).
5

Don't forget to click Save.

Deleting a Template
I. Click Delete.

Microsoft Internet Explorer

2
\__./ Will du ta bort mallen?

[ ok [ awbrt |

2. Click OK to delete. Click Cancel to cancel this action.

Managing Forms

In Admin mode, select Manage Forms from the left-hand menu. Here, you create and edit the
forms indicated when you administer an inbox (Manage Inbox, Select an Inbox, the Forms tab).
The form indicated here is the same form that will be filled out by a user wishing to receive
support.

Forms consist of text, tables and properties. Tables are used to make it easier to place
properties (fields) where you want them. Properties act as containers for the information later
stored in the database to be worked on and written. For more information on tables, see the
Editor's manual for EPiServer CMS. |t can be downloaded in PDF format from

www.episerverse.
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Creating Forms
I. Click Add.

Redigera

Forrnuldrnarnn

Formulr

B I UQEE=E

EERAOA pEERAEBEEAETS  [Egenskap

| Agency FE

[v] g [v]| [v]|Heading1 [v] & Namn e

5 Kategarier
& status of case
5 Assigned ko
& Bridtext

5 From

5 Ta

,5 Email

& Active mail clerk

5 Is outgoing message to
be mailed

& Intern kommentar .

Itseende pd tacksida efter Formularsvar

EEEaAon ecERBEeaHEBRES

| Agency FE

[v]| g [v]| [v]| Heading 1 [v]

2. Enter a name in

the Form name field. The form name automatically becomes a shortcut/

URL to that form, e.g. www.company.com/name.

3. Enter all text in the editor, and drag and drop the properties you want to include there.
Read more about properties in the following section, Explanation of properties

4. Enter also text in the Layout of page after form been sent editor.

5. Click Save when

you are finished.

Explanation of Properties

Property Description

Name The case's title. If the "Incoming e-mail" feature is activated, this property is
included in the message heading. Shown as text box. In programming, this
property is indicated by PageName.

Category A case's categories. Shown as check boxes. In programming, this
property is indicated by Category.

From The name shown for a user. Shown as text bar In programming, this
property is indicated by From.

E-mail The e-mail address of the person who created a case. Auto-replies are
sent to this address. Shown as text bar. In programming, this property is
indicated by E-mail.

Body text The contents of a case. If the "Incoming e-mail" feature is activated, this
property is included in the message text. Shown as editor In
programming, this property is indicated by MainBody.

Priority A case's priority. Shown as drop-down list. In programming, this
property is indicated by CasePriority.
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Property

Description

Status of case

This property represents a case's status. Shown as drop-down list. In
programming, this property is indicated by CaseStatus.

Assigned to The name of the person to whom a case is assigned. Shown as drop-
down list. In programming, this property is indicated by AssignedTo.
To Receiver address in an e-mail to an inbox (most likely not used in

forms). Shown as a text bar In programming, this property is indicated
by To.

Is outgoing message

Indicates whether a case is to be sent (most likely not used i forms).
Shown as check box. In programming, this property is indicated by
OutgoingMessage.

Internal comment

Indicates whether a case is an internal comment (most likely not used i
forms). Shown as check box. In programming, this property is indicated
by IsinternalComment.

Timeout for| Time limit for how long a case may be pending before it is closed.

pending case Shown as a text bar with drop-down list for units. In programming, this
property is indicated by PendingTimeout.

Worked time in|The worked time spent on a case. Shown as a value against saved

hours: hours, which can be edited to increase time use. In programming, this
property is indicated by WorkedTime.

CC e-mails Refers to the Cc line in e-mails sent by the system. Shown as text bar. In

programming, this property is indicated by CCGroup.

When reminder was
sent

The date and time a reminder was sent (most likely not used in forms)
Shown as date/time selector. In programming, this property is indicated

by RemindersSent.

Case has a HTML
body

A Boolean value indicates if the contents are in HTML format. Shown as
check box. In programming, this property is indicated by IsHtmIBody.

Is response time|Boolean value which indicates if a warning has been sent (most likely

warning sent not used in forms). Shown as check box. In programming, this property
is indicated by IsSLAWarningSent.

Is response time|Boolean value which indicates if a time limit has been sent (most likely

warning sent

not used in forms). Shown as check box. In programming, this property
is indicated by IsSLALimitSent.

External resource

Indicates external resource e-mail to which a case is sent. Shown as text
bar. In programming, this property is indicated by ExternalResource.

Master case

Indicates to which master case a subcase belongs (most likely not used
in forms). Shown as vertical tab. In programming, this property is
indicated by MasterCase.

Inbox for case

Indicates to which inbox a case belongs (most likely not used in forms).
Shown as vertical tab. In programming, this property is indicated by
Caselnbox.

Forwarded message

Boolean value which indicates if a message has been forwarded (most likely
not used in forms). Shown as check box. In programming, this property is
indicated by IsForwardedMessage.

Visible on public site

Boolean value which refers to replies from forwarded messages.
Indicates if reply message is shown on a public Web site (most likely not
used in forms). Shown as check box. In programming, this property is
indicated by IsPublic.

Is reply on

forwarded mail

Indicates if a case is a forwarded message (most likely not used i forms).
Shown as check box. In programming, this property is indicated by
IsForwardReply.
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Editing a Form
I. Click Edit beside the form you want to edit.

The form is shown in “Preview mode” (this is an example of a form).

Yisa || Redigera

Kundservice

Kundservice

Har kan du skicka in din raga eller felanmalan. Glam inte att ange din
e-postadress efterson svar kommer skicka sfran kundservice till den
e-postadress som har angivits,

Amne:
E-postadress:

2. Click the Edit tab.

Yisa || Redigera

Formulérnamn Kundservice

Formular
Bl LAES=SESESEaAdn i pdadE@RnEH Eqenskap
|.¢\gency FB [il [ v” M|Heading1 [il & Marn i

3 Kategarier

Kundservice |
5 Status of case
Har kan du skicka in din friga eller felanmalan. Glam inte att ange din & Assigned to
e-postadress efterson svar kommer skicka sfrin kundservice till den )
e-postadress som har angivits. L & eridkext
“ | & From
Arnne: & 1o
E-postadress: {Email} & Email
{Bridtest} B active mail clerk

< {Save Buttan} I M 3 I= oubgoing message to
[_I L [—] be mailed

& Intern kommentar .

Ltseende pd tacksida efter Formuldrsyar
Bl ULASSESEEZAYN cbE@aEERED
|.¢\gency FEB M ] v” [i”Headingl M

You can edit a form in the editor using standard methods, e.g. entering text,
deleting text, etc. A trick for placing properties where you want them is to first
place markers in the positions where the properties will be placed. Keep in
mind that when you drag and drop a property from the right-hand window, the M

mouse pointer is shown as a four-arrow “move" icon.
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3. Edit the text and add properties with drag and drop.

4. In the lower editor: Appearance of page after form been sent enter the text to be shown
on the Thank You page when the user has filled out the form.

5. Click Save when you are finished.

Deleting Forms

I.  Click Delete beside the form's name.

Microsoft Internet Explorer

‘{‘) Will du ta bort Farmularet?
o

[ ok [ awbrt |

2. Click OK to delete the form. Click Cancel to cancel this action.

Managing External Folders (Public Folders)

In Admin mode, select Manage External Folders from the left-menu. Here, you administer how
the external folders will work, which domains have access to which folders or if the folders
show news or document list, etc.

An example could be a company which handles support for various customers - where each
customer has different domains. When a user from customer X logs in to the extranet with his
e-mail (name@customer.com), this user sees only the news and documents published in news
and documents folders restricted to the customerl.com domain. In this way, information and
relevant documents, agreements, etc. on the extranet can be directed to a specific customer.

Externa mappar

Externa mappar
Ny mapp

Mappnamn Domdner Nyhetslistning Dokumentlistning

Extern Mapp True True

Spara || Avbryt

Creating a New External Folder
I. Click New Folder.
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Externa mappar

Externa mappar

Mappnamn

Damaner
Myhetslistning
Dokumentlistning

Lagg till mapp

Mappnamn Domdner Nyhetslistning Dokumentlistning

Extern Mapp True True

Spara || Avbryt

2. Enter a name in the Folder name field.

3. In the Domains field, you enter the domains (separated by semicolons) which the external

folder will be connected to.

4. Select the News listing and Document listing check boxes if you want to create a news

folder, document folder or both.
5. Click Add Folder when you are finished. The new folder is added to the list of external

folders.

6. Click Save when you are finished.

Editing an External Folder

I. Click Edit to the far right of the folder's name.

Hantera externa mappar

Hanktera externa mappar

Mappnamn Extern mapp
Darmaner

Myhetslistning
Dokumentlistning

Uppdatera mapp

Mappnamn Domaner Myhetslistning Dokumentlistning

Extern mapp True True

Spara || Avbryt

2. Make the required changes.

3. Click Update Folder when you are finished. The edited folder is once again shown in the

list of external folders.

4. Click Save when you are finished.

Deleting an External Folder

I. Click Delete to the far right of the folder's name.
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2.  The folder is deleted at once.
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Extranet for Users

This section goes through how EPiDesk works and how it appears for users of or customers in

the system. In EPiDesk there are two types of default users: Super users and Users. A user is

someone who sends an e-mail to the system when she requires help, wishes to order a form or

sends a question to a general e-mail inbox such as customer service. From then on, this person

is called a user for the sake of simplicity.

A super user has more access rights than a user. A super user can use the extranet to view all

cases in an inbox from users with one or more domain names. Read more about settings and

creation of super users in the section For administrators - Managing Users, on p. 36).

e
@ EPiDesk Demo - Microsoft Internet Explorer [:]@
Arkiv - Redigera  Visa  Favoriter  Verkbyg  Hjélp 1','
adress |{&] htpsj{demo.epidsk.comjepideskipublc]
~
Inloggad som: mia |
EPIDESK Inkorgar FAQ Statistik Nyheter Dokument Logga ul
Inkorgar Mina senaste drenden
Support 2005-11-17 057
PP Support/Problem med teckensnitt
2005-11-16 10007
Support/konto! B |
Eod
@\PiDesk Demo - Microsoft Internet Explorer g@
Arly  Redigera Visa Favoriter  Werkbyg Hjdlp ;,'
@ : Adres @ http: jidemo. epidesk. com/epideskfpublicfinbo:x, aspxFid=22 kl G4 il
~
Inlaggad som: mia |
EPIDESK Inkorgar FAQ Statistik Nyheter Dokument Logga ut
Sppn drenden | eller Fritestsokning vl Innehdlla | Sk
Inkorgen: | Suppart Skapa nytt drende =
Support 4]
Frdn Arendenummer Tilldelad Uppdaterad
Arende Problem med teckensnitt
AMia de 2005-11-17 0857 Frdm:  Mia <Mia, Gothenby@Inesxor, 5e
2005-11-17 08:57:57
Problem med teckensnitt 1 Till —
ill:
(1M Gothenby 36 2005-11-16 10007 Bilagor:
kontol 1
Jag tror jag saknar teckensnittet Gill Sans {vi
har det till vra brevrallar).
Kan ni hjslpa mig att fixa det?
I v
@ process done &) TilFéirlitlioa platser
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Creating a Case
There are three ways to create a case:

. One typical way is when a user sends a form and that form is sent to an inbox as an e-

mail.

2. A user can also send an e-mail message to a given e-mail address, e.g.

support@company.com.
3. An operator can create a case in operator interface.

As soon as a case arrives in an inbox, it is assigned a Case ID (case number) consisting of a
sequence of digits. Time calculation begins in order that warning messages are sent at the
correct time. The case is worked on by an operator who assigns it a priority level. The
operator can send a reply or add an internal comment (read more in the section Operator

Interface on page 5).

Auto-reply

As soon as a case arrives in an inbox, an auto-reply is sent back to the sender of that message.
The appearance of the reply depends on what is written in the AutoReply template (default
settings contains two templates: AutoReply SV and AutoReply Eng). The auto-reply contains
the case number and an automatically-generated password. The password is connected to the

user's e-mail address.

The reply also gives a link to the extranet, where the user can trace her case and manage it in

various ways.

Frén; A support [69@demo. epidesk.com]| Skickat: to 2005-10-13 10:26
il Per Rask.

Kopia:

Hmne: RE: Test

Your case e-mail was accepted and assigned Case [D: 69

Commenis? If you want Lo comment on this case simply reply o this message or send an e-mail to 69@epidesk ep.se

Other questions? When you reply 1o this message, please include questions regarding this case only. If you have another question nol related Lo this case, please send a new e-ma
to supporti@lepidesk ep e to creste a new case. All incoming messages have the sams attention, the cass number is used to isolate all messages ragarding a single question from yo

Problem solved? Please tell us when you get a satisfiying response so we can close the case. If we do not hear from you for a period of time you will receive an automatic e-mail
reminding you about the case that is still open If you choose not to reply after that the case will be closed automatically

Online ¥ou can follow this case online at http #epidesk ep sefepideskPublic
Heze is the link to the system
To be able to access this area you must supply & secret ticket: [PUET SIS G0

At your service,
ElektroPost Customer Support

From: Per Rask
To: support@demo epidesk com

Managing my Case

The auto-reply contains both the case number and the password. If you forget your password
you can ask to receive it again. An administrator enters your e-mail address in Admin mode,
and clicks Send. The administrator never sees your password as it is stored and encrypted in a

database.
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Externa anvandare
5and lésenard kil anvandare med email

Skicka

To manage and trace your case, you have to have access to the extranet. A link to the extranet

is given in the auto-reply. You should also be sure of how to log in to the extranet.

Logging in to the Extranet

On the extranet, all users can trace their cases in the inboxes they were sent to. Do the
following to go to the extranet and your personal cases:

I. Enter the extranet address in your browser's address bar. In the example above, this is
http://demo.epidesk.com/epidesk/public/.

The login box opens.

Namn | |

Lasenord | |

] automatisk paloggning mot den har

webbplatsen

Om du loggar in kommer cookies stk anvandas

2. Enter your e-mail in the Name field.
3. Enter the password you received, in the reply message in the Password field.

4. Click Login. The case you sent is now shown.

@ EPiDesk Demo - Microsoft Internet Explorer g@
Arkiv - Redigers  ¥isa Favoriter  Verktyg  Hjglp ﬁ'
) A - 0 > R
. . . = . N ‘
Qe - ©  [x) &) G| Lo soroene @ 212 0 - U E
Adress | &] httpJdemo.epidesk. comfepideskipublic/inbos. aspx7id=22 [v| B sarn
~
Logged in as:mia.scholz@inexor.se |
EPIDESK Inbox FAQ Dokument. Nyheter Logout
| Open cases [ or| Search query [ | contains [+ | Search Inbaxe| Support [w]| create New case
Support
From Case ID Assigned To Updated
Subject Mera minne i min dator
Mia 119 11/21/2005 11:... From: Mia <Mia Scholz@Inexor.5e
b 114212005 11:23:59 AM
Mera minne i min dator a To: u
[ EMia 16 11/21/2008 11:.., Attachment:
Trasigt tangentbord 1]
Behdver mera minne i min dator, Ska installera
Photoshop och ndn sa att jag méske ha minst 1
Mb Fér stk det ska Fungera,
I ¥
&) process done 0 Internet

Reading a Case

To read/view a case, click the subject line to the left. If a case has a thread with conversation -
which could be several replies back and forth - you can click the plus sign in front of it to
expand and view the entire thread.

The message content is shown in the right-hand window.
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Closing my Case

If you want to close a case yourself, do the following:
I. Click the subject line to the left.

2. Click Close above the right-hand window. =

Microsoft Internet Explorer

:{‘) Do wou wank to close case?

[ ok [ awbrt

Symbols

3 New case
Opened case

B Closed case

Select View

Here, you can choose to show all your open cases (cases handled by support), all new/
unhandled cases and all closed cases.

Click the drop-down arrow beside the view options, and select from the list.

Wl urval w

Wal urval

Cppna arenden
Mya &renden
Stangda drenden

Search

An easy way to find a specific case is by using the search feature.

Begin search

|. Select Search query.

Fritext =dk L(\
Fritext =dk
Cazeid

Amne

Frén

E-pos=t

Till

Text

2. Enter a word in the search box, and click Search
Once the search has filtered out one or more cases, the Select view option is shown.

Or:

© EPiServer AB

61



62 | Working with EPiDesk 2.0

I. Select the Subject option (search the subject line of all cases in the current view).

2. Select Equal or Contains. Then, enter the search text and click Search.
Once the search has filtered out one or more cases, the Select view option is shown.

Restore

To restore a search, do the following:

Click the drop-down arrow beside the view options, and select New and open cases.
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Licensing Model

The licensing model for EPiDesk is based on the number of named EPiDesk operators. An
operator is someone who works in EPiDesk's operator and/or administrator interface. EPiDesk
supports an unlimited number of external users (customers or persons reporting errors)

Basic delivery of EPiDesk includes a server license and five operator licenses. Additional

operator licenses can be purchased if needed.

EPiDesk Basic System
*  Price per EPiDesk installation
* Includes support for five users, administrators & operators

¢ Also includes “runtime” from EPiServer CMS

Additional

*  Cost per additional administrators & operators
*  Software subscription per year

¢ Possibly Microsoft SQL database license

=
| ePiDESK®

Superanvandare ‘

Kunder

Anvéndare g
\ MS SQL
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