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Overview:

Typical example

User goes to 3 computer and lagins to the helpdesk
application

User selects the type of problem from a categorized list

Hardware, Software,
hicrosaft fard, Qur
Site specific
application, etc

=T

i self-help has
been provided, it

iz dizsplayed now ) )
[a paragraph or a The tlck_et is
pdf docurnent, automatically
video clips, ete) added to the
ticket queus
Ahelpdesk

administrator priontizes
the ticket and As=igns
the ticket to the
approprigte technician
or tech group

Do you want to
Open @ new ticket

ez

Complete the
online
L-:g-:ff and | (customized)
exit helpdesk
request ticket
farm and
sawe it
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What is it:

A helpdesk solution allows a single point of problem tracking. Think of a ticket as a form. You, the
administrator, can select what items on the form the user sees. You can also set some basic rules. For
example, you can require that they include a description of the problem. Once the user completes a
ticket request, it goes into a queue marked as unassigned and not completed. You can assign the ticket
to a tech or a tech group and track the progress of all tickets.

You can get reports (either on-demand or on-schedule) that let you know what has been done and what
is left to be done.

The helpdesk application organizes the paperwork and work-flow to make you and your users most
efficient. You can now concentrate on the priority issues and get to the lesser priorities as time permits.
We do not always have enough resources to do everything that is requested, so the program helps you
stay focused on the things that are most important.
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Administrator — Setup

From the overview (typical example), there are a few key steps.

User logs into the helpdesk: That means the user name must already be in the helpdesk database
before they can login. You can either add users manually or you can import the users from your LDAP

server. See How To Add a new user

User selects the type of problem from a categorized list: To get the most from a self-help system,
you need to have the self-help configured. This provides the biggest payback but it also requires time to

do it. See How To Add a new Self Help Item
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How To Add a new user

Determine what items to display on the personnel list

(Normally this is done only once)
e Login as an administrator
Select the “Configurator” menu group
Select the “Control Personnel View” menu item
Check the items that you want to display and click save
Note (item @) that you have multiple pages. Save before changing the page

g “ Control Personnel View

| Cancel |

93 rouplame Display A= Can Edit ~
User To Edit User to Edit
N T D Tl i g o
Domain Login ID Domain Login ID
Department Department A
9 Cost Center Cost Center | ]
Location Location
<9 Alpha Pager Alpha Pager
Help Desk Password Help Desk Password
(‘ Active Active
First Name First Name
9 Middle Name Middle Mame
Last Name Last Name
. LDAP Office Location Office Location
LDAP Office Phone Number Office Phone Number
— LDAP Dffice Cell Number Office Cell Number
A LDAP Office Fax Number Office Fax Number A
LDAP Office Other Number Office Other Number 1]
e LDAP Motes LDAP Motes A -
LDAP Path LDAP Path 3
Y b/
< - _
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Manually add a user.

Login as an administrator

Select the “People” menu group
Select the “Personnel” menu item
Enter a unique name in the “Domain Login ID” this is the name that the user logins into the
helpdesk application with. Typically, this is also the email address if you append your
@YourDomain.com extension. However, if this would not be there email address, then you
have to enter the complete email address in the “LDAP's E-Mail address” field or we would not
be able to send them any emails.

e Ata minimum, enter their First and last name and a password.
User to Edit | %

Type the first letters of the name and hit
enter or dlick the magnifier

A3
First Ham: ane 10
Last Namu DDB 5

Dffice Cell Humber

LDAP Path

<eliceli<c)

LDAP's E-Mail address

r Save as End User 6 } Save as Technician | | Reser
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Add users by syncing with LDAP

From The server:

Double click the “HelpDeskPatcher” icon from the desktop ... or you can use explorer to
c:\Program Files\LanWorks\Helpdesk\HelpDeskPatcher.exe

Confirm “OK?” at the application name (probably “Helpdesk™)

Click “Change Basic Configuration”

Enter the path to your LDAP server as LDAP://123.123.123.123

For now (1% pass) leave “Bypass LDAP authentication” as true ... this is so we can login and
change the settings.

Click OK past the other questions

Exit the patcher program

From the browser on the Helpdesk server:

Launch a browser window (Internet Explorer)

Enter the path to your helpdesk application (example http://MyServer/helpdesk)

Check the box “By pass LDAP: and login as Admin

Optional if you do not see the menu options: you may have to add this site as a trusted site to
see the menu .. Tools->Internet Options->Security Tab->Trusted Sites->Sites->Uncheck Require
Server Verification Https and click Add. OK out and close the options window and click
refresh)

From the menu select Configurator->Menu Editor-> find the 3 LDAP menu items (2" page) and
check for Admin to see and click save

Click refresh on your browser and you should see a menu menu group called “LDAP”

Click LDAP group->System parameters and set the 6 LDAP parameters per the following
example:

Item Value [

LDAP Exclusions|OU=XPWorkstations|OU=Students

LDAP Password |Mypassword

LDAP Path *
LDAP Type ADS
LDAP User MyDomain\myADSid

LDAP User Key |cn=

Click menu item “Manually sync LDAP”

Click “Full Sync” ... make note and fix any issues as listed above “LDAP Sync” (it reads from
the top down)

If your LDAP server is Novel, make sure to change “LDAP Type” to NDS. You will also need to
uncheck “TLS to bind for simple password” in Nwadmin/ConsoleOne for the LDAP server

group.
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After testing and the initial sync is done. From The server:

e Double click the “HelpDeskPatcher” icon from the desktop ... or you can use explorer to
c:\Program Files\LanWorks\Helpdesk\HelpDeskPatcher.exe
Confirm “OK” at the application name (probably “Helpdesk™)
Click “Change Basic Configuration”
Confirm the path to your LDAP server as LDAP://123.123.123.123
Change “Bypass LDAP authentication” to blank ... else users can login without a
password)
Click OK past the other questions
e Exit the patcher program
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How To make a user a technician

Login as an administrator

Select the “People” menu group

Select the “Personnel” menu item

Enter the first few letters of the name in the “User to Edit” box and click the magnifying glass
(note that you can use a space as a wild card ... example: if you are looking for Jane Doe, you
can use the 1% 2 letters of the first name and the last 2 letters of the last name and the program

searches both the ID fields and the name fields for matches).
e (o o E:l % )3

[oma 0Q II—

0 | Select Location W |

83

| Save as End User | | Save as Technician | | Reser

e Then select the person from the short list

People List

‘ s o <<<] Find Data |0 ko nactives

Click Here

l ne.Doe

| ~——

[—

for these wanting |‘D e _,rmh'ﬁe kepboard ... press af 1 to process the st item in the ﬁs‘t; aft 7 for the second, eic
1st
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Then click Save as Technician
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[ 1]

Play Place

£2
£2

A

¢ |&|& | & | & 6|6

200

Revised: 12/11/2006

User o Edit

|Jane Doe

| %

Type the first letters of the name and hit
unrnrmmnna'm

Domain Login ID IJane.DDe

Location | Select Location  w

Alpha Pager

Help Desk Password I

Active

First Hame

Middle Name |

Last Hame

Dffice Location I

Office Phone Number

Office Cell Number

LDAP Path

LDAP's E-M;

r Save as Techinicia

Sawe Changes |

Add Hew User | |

Delete User
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How To Give rights to a technician

Login as an administrator

Select the “People” menu group

Select the “Technician Rights” menu item

Select the technician’s name from the drop down list

Check the items that you want them to have. If you want them to be an administrator, then check
“Admin (All)”

e Click SAVE

|:| Assign Technician Rights
Play Place Select User | Doe, Jane V|
g dd white Board item
%) [ fdd/Edit Personnel
9 [pddEdit Techs
1 Bt &)
9 [ pprove KnowledgeB ase
[Opelete Ticket
o [CTEdit Options-Sctions
!E 9 !@ [CJEdi Optionz-Cost Centers
e [CTEdit Options-Departments
9 ] = Optionz-Locations
[CTEdit Options-Problem Categories
9 [JPut Tickets an hald
9 urvey Results
= [save ]
¥
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How To Add a new drop down option

You can control if you display cost center, department, location, Ticket Action and Severity items and
what items to display in those lists.

How to add/remove an item to the menu:

e Login as an administrator
o Select the “Configurator” menu group
o Select the “Control Personnel View” menu item
e Check the items that you want to display and click save
¢ Note (item @) that you have multiple pages. Save before changing the page
| R
R ~ Menu Editor Main Menw |
- Cancel |
9 @
Menu Item Active End User Tech Adrnin ~
9 ... People Group Membership | |
... People Technician Rights [F] [F]
9 ... People Auto Assign ticket rules O O
... People Find Duplicates [F] [F]
. ... People Merge Duplicates g ]
... Menus Problem Categories ™ 1
... Menus Cost Centers ] ] ] ]
9 . Menus Departments O O O O
... Menus Locations | ] e
<3 ... Menus Ticket Action O O
... Menus Severity ] ] —/
d TTSurveys  Survey Questions m O I ]
. Surveys Survey Parameters ] ] ] ]
.. Surveys Survey Preview |:| |:| |:| |:|
«. Surveys Test send Survey Email O O O O
LDAP System Parameters [F] [F] O
LDAP Manually sync LDAP | O ]
LDAP Delete Inactive Users [F] [F] O
oo Eﬂgtﬂzle'll-';cket Yiew for 0 ]
Configurator _li:_gz;rsol Ticket Yiew for O O
[ )

Revised: 12/11/2006 Page 13 of 61



Page 14 of 61

To add an option to the dropdown:

Login as an administrator

Select the “Menus” menu group

Select the “Locations” menu item (or the item you wish to change)
Enter a description in the last blank text box and click add

1 Tech Dffice Edit
2 Admin Edit
3 HS Edit
4 JR Edit
5 M5 Edit
[ ES Edit
¥ AEP Edit
g ACES Edit
9 Tax Dffice Edit
10 MaintfTransfFood Edit

_ = (Add|
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How To Add a new Self Help Item

You and your team should know what kind of problems that the user can (or should) be able to solve on
their own. As an example, they might ask “how to do I add a student to our grade book application”?
The categorized list is three tiered: System, category detail. As an example, “Grade book” would be the
system. “How to” would be the category and “Add a student” would be the detail. You can then
provide a detailed step-by-step instruction on how to do this. You can also attach a PDF or add a
hyperlink to another web site that describes how to do it as well.

But what if the problem was a broken mouse? Obviously the user cannot solve this on their own, but
you want them to make the request in such a way that the tech knows before he goes on site what he
needs to bring. As an example, “Computer” would be the system. “Mouse” would be the category and
“sticky” would be the detail.

The self-help system is tailored to your environment because you maintain its layout and content. So
planning is important, but it is more important to at least start with your most frequent questions that
will have the highest chance of the users helping themselves.

You will likely continue to tweak and improve the logical hierarchy of self help options, so do not worry
that your design is not complete. We suggest categorizing your problems in a terminology that your
users can understand. For instance, hardware vs. software may be logical to us techs, but the user will
gain more if you specify Computer, grade book, email, Microsoft Office, etc.

Add a new item

e Login as an administrator
e Select the “Menus” menu group
e Select the “Problem Categories” menu item
e Enter System-Category-Detail heading in the bottom three blank text box and click add
|
s AL e | |'< '< '< |Enler _Mo of records 1o be displayed|
£ | [<<< | Find Data |
£
8
I ] y 1] Edit
4 Bug? How 1o Find Bug Edit
‘ 1 Other 5 Edit
‘ 2 wehma@‘ How To E 3} Email| 4 bta
9 (EradeBook ow To Add a student | v

Tvpa saarch critaria (For Problam Systam Category and Deiail} in Search textbox and Click on 'Find O

¢ Now find the new item you just added and click edit

4 Bug? Howr 1o Find Bug Edit
o Grade Book How To Add a student Edit
1 Other Ed
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e Type some meaningful help and click update. Note that this is an HTML text editor so you can

format as you wish. But most users find it easier to copy and paste from an online reference
5 |GradeBook | |H0w To | |Add a student ||

@s a new term beging, vour first task 12 to start vour GradeBook software to create a new class file and populate it with
students. ClassRoom makes adding a new student easy to do. Tou just enter the Mame, ID and any supplementary
nformation that wou wish (address, date of birth etc.). You can also enter a comment.

| I E
i

{ |Cance| | |De|ete |

Make sure to click Update!
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Add an attachment to a self-help item

e Login as an administrator

e Select the “Menus” menu group

o Select the “Problem Categories” menu item

o Type the first few letters of the problem into the “Find data” text field and click “Find Data”

List of Problem Categories

‘ |< < < |Enter _Ho of records to be 3 |ayed|
(student ) << Find Data “ |

Froblem Id Self Help

GradeBook

Add a student

| |

Typa saarch critenia (For Prollam Sysiem. Calegory and Deatail} in Search fextbox and Click or 'H

e Click edit for that item

Problem Id Self Help
GradeBook Add a student (

| | &
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e Look under the heading called “File attachments” and click “Browse” and use the pop-up to
locate the file you want to upload.(1)
e Add a description (2)
e Click “Upload and Save file” (3)

that wou wish (address, date of barth ete). Tou can also enter a comtment.

(vou need this next section only If vou include an uploaded file with vour self-help)

File Attachments__.

Chtermplsample. swf . o
This is a flash demo of how to add a student to the Gradehook 9

e When finished it should look something similar to this:

File Attachments...

[ Bowse. ]
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How to view a self help

Login as any user, tech or administrator

The “Main Menu” should already be selected when you login
Select the “Request new ticket” menu item

Select System (2)

Category (3)

Detail (4)

And select the appropriate item

Play Place

Specify the problem
|GradeBook il A

r Ly
|How To _@')p
2,0

Add a shudent

o

The user is then displayed anything that you typed in the self-help and (if included) they can
click and view the attachments.

& W Help Desw

Specify the problem

| GradeB ook Vl
| How To w |
| Add a student “ |

&5 a new term begins, your first task is to start vour GradeBook software to create a new class file
and populate it with students. ClassRoom makes adding a new student easy to do. You just enter
the Mame, ID and any supplementary information that yvou wish (address, date of birth etc.). You
an also enter a comment.

he following are files that you should review before submitting a ticket:
Thisg iz a flash demo of how to add a student to the Gradebook

*'* Attachments are optional

Do you wishTapen a new ticket?| Yes |T Search again ‘
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How To Add a new tech group

e Login as an administrator
e Select the “People” menu group
e Select the “Group” menu item (1)
e Enter a new group (example “Phones”) (2)
e Click Add (3)
1
Play Place
: 1} Unassigned Edit
A 1 Softwara Edit
] 2 DeskTop Edit
1‘ Hetwork Edit
Phones 2 Add 3
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How To Add atechnician to a tech group

Groups are important because when the technician logs in, they can see all tickets assigned directly to
him AND any ticket assigned to a group he belongs to. For instance you could have a group called
“Admin building” and add both the “Admin building” techs to this group. Then when either of the 2
techs login, they see all tickets assigned to the group “Admin building”

e Login as an administrator

e Select the “People” menu group

e Select the “Group Membership” menu item (1)

e Select the tech from the drop down

e Optional, select their default group

e Check all groups that you want then to see tickets for
o Click SAVE!!

Assign Groups

Select User | Doe, Jane v| @
@a_fault Group | Phones w __) optional

ol

Remember: Once a ticket is assigned to an individual, it is no longer visible to the “group”
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How Auto Assign tickets

It is a 2-step process. First you have to turn on the rule to-do the auto assign, and then you have to make
the rules.

Turn on Auto Assign:

Login as an administrator

Select the “Configurator” menu group

Select the “Automatically assign Tech/Groups to tickets” menu item (1)
Check the “auto Assign” line item (2)

Click SAVE (3)

[ ] Automatically Assign Tech/Groups to tickets

Play Place

Cancel |

T T D O
o
o
9
o
9
o
9
9

'
AN
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Make the auto-assign Rules:

Login as an administrator

Select the “People” menu group
Select “Auto Assign ticket rules”
Click “Add new rule”

| RE3

asf\wned Tech A

Personnel

- Group

Group
Membership

Technician
Rights

Auto Assign
ticket rules

e Then select the “if” condition. For example, lets say we want to assign all tickets that come from
location “Admin” to user Jane.Doe

Auto assign ticket rule

& Azzign |f

System Information
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Now click the “Assign to” tab and select “Jane Doe” from the drop down ... and click SAVE!!

Auto assign ticket rule

e Click SAVE and then click RETURN

Final result:

Edit Assigned Tech  Assigned Group  Systemn Category Detaill Location Cepartment  Cost Center  Userflame  UserID TechID

Edit Doe, Jane Phones Admin 11

Note that because we assigned Jane to “Phones” group as her default hence it is listed here.
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How To add/remove items from the ticket view

There are 3 types of users in the helpdesk system: End users, Techs and Administrators. Techs and
Administrators share the same ticket “view”. End users have their own “view”. You control what each
sees based on the multiple page configuration sheets under configurator. The following will show you
how to change the view for Users. The same instructions apply to techs, just select “Control tickets
View for techs” instead.

Login as an administrator

Select the “Configurator” menu group

Select the “Control Ticket View for End Users” (1)

Select the page that the item is on (2)

Check or Un-check the items you want the user to see/not see. (3)
Click SAVE before changing pages!!!

] Control Ticket View for End Users

PMay Place
m | Cancel | | Main Menu |

GroupMame Display As Can Edit

Location
Location Lookup
or Department butto Number []
= FPhone Extension Phone Extension /
o-. ation Assigned Location I
pen tickets for Location Button [Mumber] / [F]
Cost Center Cost Center I ]
" Current Location Current Locatid
User Defined T D d 1 I a
9 userDefinedg  EXample: if youdecideto have O
user Defined 8 |ocations but notdepartments and 'O
9 Asset ID cost centers, therryou would click O O
Gzsctli show for locations ‘and uncheck O O
9 Asset History the OW mry [F [F
Asset Locatio Asset Location I ]
_ Asset Description isset Description [F
L System System I
System Category Cateqgory
@ System Detail Detail I
System Lookup System Lookup
&
<9

hat there are multiple pages. Ifyou do not find what you are
looking for on the 1st page, click 2 for page 2, or 3 for page 3, etc
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How To manage tickets

Start Date [05/11/06 End Date |09/10/05 21:16 |

| Refrash after date change |

| Survey Results |

Executive Summary | Location | | Department

_ Work in Progress On hold Closed call Scheduled |
' 0 0o/ ] / 1]

Unassigned
: o —
Click on the Tech Group name o see summarny of calls by technician.

Open call

INQ)
[

Chick on any of the underiinad numbars o sea mora delails of the calls.

The Management, or “Executive Summary”, gives you, the administrator a bird’s eye view of the status
of your helpdesk tickets.

Tickets have 5 states:

e Work in progress

e Open call

e On Hold

e Closed call

e Scheduled
Closed calls only show up if it is between the Start and end date (at the top of the form). All open calls,
regardless of date, shows in the list.

The vast majority of your attention will be toward the “Open call” tickets. Depending on your
environment, you will typically want to assign all tickets to an appropriate group. For instance, in the
above screen shot, we have 2 “Unassigned” tickets in the “Open” queue.

Click the number *“2” which will bring you to this screen:

Stant Date |08/ 1/06 End Date (09/10/06 21:16

| Refresh after date change |

| Survey Resulis |

| 902006 9:.02:58 Pk | GradeBook | Single User | Teacher, Test Open call

|| tried the self-help, but | do not appear ta have the necessary security rights. ‘
9002006 702:30 P | GradeBaok | Single User | Admin, Tast Open call

|The self-help instructions are not complete. How do | login? ‘

Click ticket # 1002
When the ticket opens, click the “Assigned to” tab and assign it to the software group. Note that you
can assign it to individual technician, but then if he if out, no one will see that there is an open ticket. If
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you assign it to a group, then everyone in that group sees the ticket. But each situation is different so
you have the choice. If you do assign it to an individual, then you can send an email or text message to
his phone.

Help Desk Ticket Generation

oz o 9M10/20068 9:02:58 PM
S 9 e o Ok 24m B8

Deadline

I"I'o i Hew &ction || File Attachments

Azzigned To

S| Single User i
Priority

2
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Now when you view the executive summary from the Management menu item, you see this:

Stant Date |05/11/06 | End Date [09/10/05 21:34 |

| Refresh after date change |

| Survey Results |

Executive Summary | Location | | Department |
_ Work in Progress Open call m Clozed call Scheduled
1} 1 1] 1} 1]

Sohware

Unassigned 0 1 1] 0 o

Note you still have 2 tickets, but only 1 is unassigned.
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User

You will be assigned a Login ID and a password for the helpdesk. Although the logo and the button
name will be different, the process is the same: enter you login ID and password and click the button.

$& W Help Desk

LaginiD ||

Password
| G (o |
-

Depending on your location’s configuration, you can see different buttons. But the 3 key ones are:
e Home
e Request new ticket
e Logout

Home
This is where you can view the status of all open tickets. If you click the check box “Show all tickets”,

then you can also browse your closed tickets.
$& Wy Help Desk

May Place

@ |

\I
L You have no open tickets

(] Shaw all tickets

¢ |6 |6 | &

Revised: 12/11/2006 Page 29 of 61



Page 30 of 61

Request new ticket

e 5 3 W Help Desk

Specify the problem

v]

¢ (& ﬁ|ﬁj@

Select the type of problem

Your options depend on how your administrator configured the three-tiered categories. In an over-
simplified example, lets assume your administrator has only setup one type of “system”

Click the drop down arrow and the list is presented for you to select the type of “system” your problem
refers to. In this example we only have “GradeBook”

Specify the problem

v‘;w'»g- '

The administrator also configured one “Problem Category” called “How to”

Specify the problem

| aradeBook, " |

*f*& -

And one “Problem detail” called “Add a student”

Specify the problem

| GradeB ook, W |

|H|:|wT|:| Y|

Add a student
So in summary, you have selected GradeBook->How To->Add a student.
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Read and use the Self-help if available

If self-help has been added for this type of problem detail, then you should read and use the instructions
as provided.

— = You should read the self-help since this is -~

designed to assigt you in solving the problem
yourself if possible.

Add & student — T

As a new term begins, yvour first task is to start vour GradeBook software to create a new class file
and populate it with students. ClassRoom makes adding a new student easy to do. You just enter

the Name, ID and any supplementary information that you wish (address, date of birth etc.). You can
also enter a comment.

Sometimes, your administrator may attach a file for you to view. These files can be documents, flash
presentations or links to other web-sites.

Sometimes, your administrator may attach a file for you to see. Ifthere is a file, then click "View"
and a pop-up window will display the contents for you to see.

T

he following are files that you should review before submitting a ticket:
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Open a new ticket if required
Now you must decide: if the self-help allowed you to solve the problem yourself, then you are finished.

However, if you still need to open a ticket, then click the yellow “Yes”.

If the self-help solved your problem, then you can search for another solution.

Do you wish to open a new ticket?l Yes || Search again

al

But if the self-help did not solve your problem, then click
"Yes" to open a new ticket.
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Complete the ticket

Make sure your telephone and current location are correct and then provide a detailed description of the
problem. Statements such as “It’s broke” and “Help” do not provide enough information.

Help Desk Ticket Generation

Ticker # [N LRV AR 5,10/2006 9:02:58 P
Sta"o' o |0k 00m M s

A ction Histo

Caller...

- |Teacher, Test

Assigned Location
S |B00-BRR1Z

Currentb Racatians (M=

GradeBook
How To
Add a student

| tried the zelf-help, but | do not appear to have the necessany security rights.

Problem Description

Very important ... click SAVE when done.
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Logout

When you are finished, you can logout or simply close your browser.

F‘Iai Flace

iﬁl?\ji &
¥

Revised: 12/11/2006 Page 34 of 61



Page 35 of 61
Technician

Your administrator would have assigned you to a group. When you first login, your default opening
page is the technician screen. Here you see only “open” tickets that have been assigned directly to you
or tickets that have been assigned to the departments that you belong to.

In this example, there is only one open ticket. There are 2 ways to get a ticket off this list: you or
someone must resolve it or the ticket must be assigned to someone else. Please check with your
administrator before you do any re-assigning.

Find in Page I
how Tickets Touched By Me Since I

Technician Calls for Jane Doe

Assigned

Open Calls for Department

<9
9 P s R
E d : ooy (7 941072006 9:02:58 PM |GradeBook |Single User | Teacher, Tast |Open call My Desk
1002)f
9 ]

I tried the self-help. but | do not appear to have the necessary security rights_

How To update a ticket

First you must select the ticket that you want to work with. Using the example from above, click the
ticket number (in this example it is ticket 1002).
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Caller tab:

This is normally completed by the user and has his contact info and hopefully enough information for
you to know what tools you need to resolve the problem.

Help Desk Ticket Generation

e (102 e 8042008 90258 P
Status Time open

Cancel

Deadline

@ A azigted To | Action Histo Mew Action | File Attachiments

Caller...

| Teacher , Test

Location
S S0 |B00BRER121Z

G b My Desk

GradeBook
How T
Add a student

| tried the sel-help, but | do not appear to have the neceszan security rights)

Problem Description
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Assigned to Tab:

This is where you take ownership of the ticket. Make sure however that the tech group is the correct

one. In this example, Jane Doe’s belongs to both the software and phones group, but her default group
is phones. So when Jane is selected from the drop down, it automatically changes the group to Phones
... you need to change it to the correct group if you have a similar situation.

Help Desk Ticket Generation

Ticket # e |9M1042008 20258 PM
Status e e | Ok 4 BRs

Deadline

&zzigned To i i Mew &ction | File Attachiments

Azzigned To

o0 Single User
Priority
Technician

5| Software ﬂ
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Action History tab:

You can perform no functions on this tab, but this shows you any changes done on the ticket and who
did it. (Note that you have to click the green SAVE before it actually shows up here)

|1002 | Print | |9/10/2006 9.02:58 PM

Dpen call |0k B5m Ods

- Cancel I

| Caller || Assigned To

2 ction History ) New Action " File &ttachments |

Date Action Action Text Taken By MNotes
951072006 9:58:02 PM Update AszignedTo: Doe . Jane Doe, Jane
971052006 9:34:21 PH Update TechGrouplD: Software Admin, Test
9/10/2006 9:14:53 PM Update PmblemDescript_ion:_l tried the self-help, but | do not appear to have the |Teacher,
necessary security rights. Test
9/10/2006 9:14:53 PM Update DfficeLocation: My Desk Iz:fhe'-
951042006 9:14:53 PM Update CurrentPhone: 800-555-1212 I::fhe"
971042006 9-02-58 PM _Initial er}lr_-,- Teacher, Ticker
information Test opened
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New Action

This is where you perform most of your actions on a ticket:
See the screen print for the list of actions, but 90% of the things you do will be either “update” or
“Resolved”

11002 | Print | |9/10/2006 9 02:58 PM

|0k BB Ods

[eve ] (oo |

_Lpdate: »
o

Due Date changed

[nitial entry information
F.nowledgeB ase Add
K.nowledoel aze Remove
Pricrity changed

Frionity ezcalation

Fefer To changed

Fiefer to Group

Reminder
q gesnlvea p ]
everity changed

Statuz changed
Survey Requested

Llnassiin

—

Special Notifications
Send ek ail bo Lser when this ticket iz clozed

[] etdail Uszer an &l Lpdates
[] etdail Tech an 4l Lpdates

e If you select update from the action taken drop down, then you should add a description in the
“Notes” section.

e If you select resolved from the list, you must include a description in the “Resolution” section.
You should make extra effort to include very detailed resolution information for those unique one
off problems ... because when it happens again, you can do a search for how you fixed it the last
time

Make sure to click “Save” when done.
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Self-Serve

Self-help OR Self-serve: we have a feature that allows your users to submit tickets by email. The
helpdesk was originally designed to be self-help driven. But we have found some prefer a self-serve
instead. To do this, your users simply send an email to a special email account that you setup. You then
run a scheduled task every 1 to 5 minutes that checks this special email account and adds the user (if
new) and the ticket to the database and then sends an email to the user with a password and instructions
to update their profile. This is easy on every-one but you do loose the self-help feature since the users
can (but do not have to) submit tickets by email. To set this up you 1) must have an email account
dedicated to this 2) do the program configuration settings and 3) Configure a scheduled task on the
server.

Setup a dedicated email account

We recommend something like EmailHelp@YourDomain.com. Any emails received into this account
are processed and deleted by simple POP3 protocol.

Program configurations

This is a two-step process. You need to add the menu items for the administrator and then you have to
change the parameters
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Add menu items

Login as an administrator

Select the “Configurator” menu group

Select the “Menu Editor” menu item

Select the page that the item (3)

Check the mark for admin for “Email Monitor Parameters”
Click SAVE!!!

- Cancel |
&
Group Menu Item Active End User Tech Admin
e Configurator Control Report Criteria List 1 ]
904 Configurator Control Personnel Yiew [F il
9 905 Configurator Control My Profile Yiew ] ]
905 Configurator Elzg::_';ul Rules for End [F il
o 906 Configurator Control Rules for Techs 1 ]
907 Configurator When to Lock tickets F F1 F1
9 907 Configurator StyleSelect ]
Configurator F F1
L onfigurator [ ] ™
=| 999 Configurator Menu Editor || -l =)
& Subscription Subscription [ | |
&
L ]
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Change parameters

Login as an administrator

Select the “Configurator” menu group

Select the “Email Monitor Parameters” menu item

Select the page that the item (3)

Check the mark for admin for “Email Monitor Parameters”
Click SAVE!!!

2 B = -
—'Emall Monitor Parameters Main Menu |
2

9 - Cancel | Check Mow
Parameter Yalue Description
' choice is 0 for no or
Monitor Email The number "1" enables it anthing else for yes [note
you must setup a task
a schedule to do it)
. This is the email address that the users send the new
This is the name of the
9 Email Server n email server that is
hosting the above
O E This is the email user name that logs and retrives the
Reauied email [can be blank
Email User Password Required This is “_le password of
O ) the email user above
3 Send Confirmation 1 hoice is O F hi lse F
Email cholce IS5 Or no or antl ng else for yes
If multiple emails, then
a Send Confirmation separate each with a
mail Blind Copy To
med®School.org .
" youl®School.org
Confirmation Subject |Helpdesk Ticket: something like: Helpdesk Ticket
Your helpdesk ticket has something like: Your
a Confirmation Bod been submitted and will helpdesk ticket has been
o be processzed. Thank submitted and will be
you... processed. Thank you.
Include Link 1 choice is 0 for no or anthing else for yes
e g something like: Please
Ii?::eﬁ?';':‘e"“’;;hjot’;"nm click on the link below (if
9 — work, then please copy ::e Imll( dlee ef wo::(,
. - and paste the Full URL En please copy an:
] Link Message into the address box on paste the full URL into the
< i ] ¥ . g address box on your
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All parameters:

Parameter Default Value Description

Monitor Email 0 Choice is 0 for no or anything else for yes (note you
must setup a task schedule to do it)

Email Address This is the email address that the users send the
new help request to.

Email Server This is the name of the email server that is hosting
the above mailbox.

Email User This is the email user name that logs and retrieves
the email (can be blank)

Email User This is the password of the email user above

Password

Send 1 Choice is 0 for no or anything else for yes

Confirmation

Email

Send If multiple emails, then separate each with a comma.

Confirmation Example: me@MyCompany.org , you@

Email Blind Copy MyCompany.org

To

Confirmation Helpdesk Ticket: Something like: Helpdesk Ticket

Subject

Confirmation Your helpdesk ticket has been submitted |Something like: Your helpdesk ticket has been

Body and will be processed. Thank you. submitted and will be processed. Thank you.

Include Link 1 Choice is 0 for no or anything else for yes

Link Message

Please click on the link below (if the link
does not work, then please copy and
paste the full URL into the address box
on your browser and hit the [Enter] key
on your keyboard):

Something like: Please click on the link below (if the
link does not work, then please copy and paste the
full URL into the address box on your browser and hit
the [Enter] key on your keyboard).

Include Random
Password If New
User

1

Choice is 0 for no or anything else for yes

New User Below is your username and password |Something like: Below is your username and
Password required to login and maintain your password required to login and maintain your profile.
Message profile:
Include 1 Choice is 0 for no or anything else for yes
Password
Request Link
Password Click here to request your password. Something like: Click here to request your password.
Request
Message
Allow 1 Choice is 0 for no or anything else for yes
Attachments
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Test it:
When you have finished saving your parameters, click the “Check Now” to test it:

Email Monitor Parameters Main Menu

¢

- Cancel | ..

Parameter

cription
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Configure schedule task

e From the web server
e Create a new Task Schedule
e Click till you can BROWSE to
o0 (After you have tested it, it gives the path you need to browse to)
o0 Something like c:\inetpub\wwwroot\Helpdesk\bin\EmailMonitor.exe
'‘Check’ perform the task daily
Pick a start time (6:00am)
Provide an local administrator login ID and password
'‘Check' open advanced properties
In the properties window, click the 'Schedule' tab
Click advanced
Click repeat task
Change the 'every time' (to something like every 5 minutes)
Change 'duration’ from 1 hour to 24 hours (that way it checks around the clock).
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Control Ticket view

The red letters on the following screen shots show the ID of the control that you can turn on or off. See
below the screen shots for a listing of the name of that control.

Login as an administrator

Select the “Configurator” menu group

Select either “Control Ticket View for End Users” or “Techs view”

Note that you can also change the label name. For instance: if you wanted to collect info for
what anti-virus program was installed on the computer, you could change “User Defined 1” label
to “Anti-Virus program” and then display it to either the tech or the user or both
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Header and Caller tab

Help Desk Ticket Generation

Ticker # I & Print I Dare Opened | 7
Status 8 | 9  Sawe As YWhiteBoard Ticket | Time open | 11 Date Closed 12
12
| Seris | | Cancel | | 16 Duplicate This Ticket | Deadline | 18

Caller | Assigned To || Action History | Mew Actioti| 141 [File attachment tab not

20 T8 106 a3
Caller__. —
Hame * | 24 g—k |[Humber| | Info |24
Department 25 gak III 2T
Cost Center 20 % III 32
Location 35 Fﬁ. III 37
Phone Extension 40
Current Location 45
User Defined 1 50
User Defined 2 59
User Defined 3 42
Assat 1D 55 Asset History 53
Asset Location 53
Asset Descniphion &0
Spstem ” B3 System Lookup 62
B6
67

Problem Descniption ®
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Assigned To Tab

Caller | Assigned To | Action History | New Action
T8
Azzigned To

Severity | 79 w
Prionity | 10 % | 81

Technician | 83

| 87 Page Tech

| a8 Email Techs Pager

| 88 Send text message

| 31 Email Tech

| g2 Email User
Tech Group a3 o

User Defined 4 | 95
User Defined 5| 57
User Defined 6| 29

Part of White Board item | | 101

85 26

v| Info | Loockup assigned Tech
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New Action Tab
Caller || Azsigned To || Action History || Hew & ction |

113
Action Notes._.
Action Taken | Update 114 vl 116-Action Value {not displayed])

Hotes | 119

User Defined 7 | 121
User Defined 8 | 122 |
User Defined 9 | 125 |
User Defined 10| 127 |

Resolution | {129

131 [[] Resolved on Overtime 7 132 [ ] Resolved with SMS 7 132 [] Resolved over the Phane 7

Special Notifications

[Jsend Survey when ticket is closed 124

(] Send ebdail to Lzer when thiz ticket iz closed 125
[ eMail User an &l updates 137

[] etail Tech on al updates 138
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Control Names and IDs

\ID |Group Name \Label Name
Header information
6 Print Print
7 Date Opened Date Opened
8 Status Status
9 Save As WhiteBoard Ticket Save As WhiteBoard Ticket
11 Time open Time open
12 Date Closed Date Closed
13 Remove WhiteBoard Ticket Remove WhiteBoard Ticket
14 Save Save
16 Duplicate This Ticket Duplicate This Ticket
18 Deadline Deadline
20 Caller Tab Caller
21 Caller Name Name *
22 Caller Name Lookup Caller Name Lookup
23 Caller Name Lookup Button [Number]
24 Caller Info Button Info
25 Department Department
26 Department Lookup Department Lookup
27 Ticket open for Department Button [Number]
30 Cost Center Cost Center
31 Cost Center Lookup Cost Center Lookup
32 Cost Center Count [Number]
35 Location Location
36 Location Lookup Location Lookup
37 Ticket open for Location button [Number]
40 Phone Extension Phone Extension
45 Current Location Current Location
50 User Defined 1 User Defined 1&nbsp;
51 User Defined 2 User Defined 2&nbsp;
52 User Defined 3 User Defined 3&nbsp;
55 Asset ID Asset ID
58 Asset History Asset History
59 Asset Location Asset Location
60 Asset Description Asset Description
65 System System *
66 System Category Category
67 System Detail Detall
68 System Lookup System Lookup
74 Problem Description Problem Description *
78 Assigned To Tab Assigned To
79 Severity Severity *
81 Priority Priority
83 Technician Technician
85 Technician Info Button Info
86 Technician Lookup button Lookup assigned Tech
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87
88
89
91
92
93
95
97
99
101

106

113
114
116
119
121
123
125
127
129
131
132
133
135
137
138

141
144
147
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Page Tech

Email Techs Pager
Send text to Cell

Email Tech Button
Email User Button

Tech Group

User Defined 4

User Defined 5

User Defined 6

Part of White Board item

History Tab
(Nothing to configure)

Action Tab

Action Taken

Action Value

Action Notes

User Defined 7

User Defined 8

User Defined 9

User Defined 10
Resolution

Resolved on Overtime ?
Resolved with SMS ?
Resolved over the Phone ?
Send Survey when ticket is closed
eMail User on all updates
eMail Tech on all updates

FileAttachments Tab
FileAttachments Upload
FileAttachments Edit
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Page Tech

Email Techs Pager
Send text message
Email Tech

Email User

Tech Group

User Defined 4

User Defined 5

User Defined 6

Part of White Board item

History

Action Notes

Action Taken

Action Value

Notes

User Defined 7

User Defined 8

User Defined 9

User Defined 10
Resolution

Resolved on Overtime ?
Resolved with SMS ?
Resolved over the Phone ?
Send Survey when ticket is closed
eMail User on all updates
eMail Tech on all updates

File Attachments.
Description (* required)
FileAttachments Edit
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Advanced:

Schedule LDAP sync:

From the server:

e Create a new Task Schedule

e Pointto lexplore

e C:\PROGRA~I\INTERN~1\iexplore.exehttp://*ServerName*/*HelpDeskPath*/LDAP/Syncer.as
pXx?SYNC=YES&Type=1

e 'Check’ perform the task daily

e Pick a start time (6:00am)

e Provide an local administrator login ID and password

If you have other databases:

C:\PROGRA~I\INTERN~1\iexplore.exehttp://*ServerName*/*HelpDeskPath*/LDAP/Syncer.aspx?SYNC=YES&Type=2
C:\PROGRA~1\INTERN~1\iexplore.exehttp://*ServerName*/*HelpDeskPath*/LDAP/Syncer.aspx?SYNC=YES&Type=3
C:\PROGRA~1\INTERN~1\iexplore.exehttp://*ServerName*/*HelpDeskPath*/LDAP/Syncer.aspx?SYNC=YES&Type=4
C:\PROGRA~I\INTERN~1\iexplore.exehttp://*ServerName*/*HelpDeskPath*/LDAP/Syncer.aspx?SYNC=YES&Type=5
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Power user Shortcuts:

KEYBOARD SHORTCUTS (when the tabbed ticket is viewable):

1) Change tabs:

<alt>S for the search (Where you can enter a ticket # and hit enter)
<alt>C for caller tab

<alt>A for Assigned to tab

<alt>H for History tab

<alt>W for New Action

<alt>F for File attachments tab

2) On caller tab

<alt>1 for Name lookup
<alt>4 for location lookup
<alt>L for system lookup

3) On any ticket view tab
<alt>V for Save
<alt>N for New Ticket

3) When in the Name or system Lookup *‘pop-up' window, after you enter the first few

letters of the name you want and hit enter, the list should be fairly short. If
you see the name as item #1, hit <alt>1 ... If the item is #2, hit <alt>2, etc
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Asset-Tracking

The asset-tracking module allows you to keep track of purchase orders and assets. You can also do
hardware and software auditing of windows based machines.

People tend to make better decisions if they have better information. The asset-tracking module gives
you, the tech director/manager visibility into where your assets are and it gives your techs access to
important information about the machines they are working on.

The life cycle of your assets start with a purchase order. You receive items (categorized as either asset
or expense) and then you tag the assets. You can change owners and move the equipment around and do
inventory checks to confirm the data. And finally you can dispose of the assets.

A separate process is asset auditing where you can extract machine specific information with the
software installed. So when your techs work on a machine they have good information available to
them.

As part of the asset tracking, you can specify on your helpdesk tickets what parts got replaced. So at the
end of the day you can report on hard drives purchased (expensed) and hard drives installed.

The basics to get started are as follows:

Enter Purchase order (header information)

Enter line item information for each item ordered (coded as either asset or expense).

Receive items

Assign Asset Tags to the new assets just received (this is the best place to also associate the item

with a computer name (if it is a computer) or the computer that it is associated to (example a

monitor may have an asset tag, but it’s parent asset is the computer it is attached to)

5. Add a script file to the login scripts for your computers to update their information.

6. Add “Replace” items to your choices of “Action taken” on a ticket (example: “Replace Hard
drive”, “Replace Mother Board”, etc)

7. Add ticket actions to future tickets to specify when you replace expense items.

Awnh e

With the above steps in place, you can now enter a helpdesk ticket and when you include an asset
tag, you can view purchase information as well as current configurations and any software installed.
You can then do a data extract to show how many hard drives you have replaced in the last 6
months.

What about my existing equipment?

How you do it depends on how much work you are willing to invest into it. There is no easy way to do
a one for one match. However, you can create a dummy Purchase Order called “Balance Forward”.
Then create one line item for each type of asset you want to track. Say, for example, you have 1000
computers and 1000 monitors and 50 printers. You could create something like the following:
Lineitem1. 250 XP -3 GHz computers

Lineitem2. 250 XP -2 GHz computers

Lineitem3. 250  Win 2000- 1.5 GHz computers

Lineitem4. 250 Win 98 — 700 MHz computers
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Lineitem5. 500 15" monitors
Lineitem6. 300 17” monitors
Lineitem7. 200 17” flat panel monitors
Lineitem8. 25 HP 5000 LaserJet
Lineitem9. 25 HP V LaserJet

You would then receive them, assign them to the appropriate departments and then issue them dummy
Asset Tags.
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Before you start

Before you can use the Asset-tracking features you must include them as a menu option. By default,
administrators have this enabled, but you must specifically enable this for the techs:
e Login as an administrator

e Select the “Configurator” menu group

e Select the “Menu Editor

e Find the 2 groups items under “Assets” (ID 701 and 702)

e Check for Admin and Techs (not End User)

e Click save

e Find the menu item “Asset Manage rights” (ID 304.5) and make sure Admin is checked
e Click save

[ ]

Click refresh on your browser and you should see the new items

Now you have to grant specific rights to specific techs to be able to do anything in the Asset package:
e Login as an administrator

e Select the “People” menu group

e Select the “Asset Manage rights”

e (Administrators automatically have full access so you do not have to assign rights to
Administrators ... only techs)

e Select a technician from the drop down list

e Check each function you want them to have

e Click Save

e Repeat for any other techs that need this access
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How to configure SQL Server 2005 to allow remote connections

When you first try to run a manual audit, you may get a message similar to this:

@ Scripty Ci\Documents and SettingsiLandorksiLocal Settings) Temparary Internet Files\Content, IESIUXALMI4xNiny_1[1].vbs
Line: 198

Char: z

Error:  Operation is not allowed when the object is closed,
Code: SO0A0E7S

Source:  ADODE, Connection

LI e e e e

To fix th-is |; a 3 part p”rocerss:

1. Enable remote connections on the instance of SQL Server that you want to connect to from a
remote computer.

2. Turn on the SQL Server Browser service.

3. Configure the firewall to allow network traffic that is related to SQL Server and to the SQL
Server Browser service.

Step 1: Enable remote connections for SOL Server 2005 Express

1. Click Start, point to Programs, point to Microsoft SQL Server 2005, point to Configuration
Tools, and then click SQL Server Surface Area Configuration.

2. Onthe SQL Server 2005 Surface Area Configuration page, click Surface Area Configuration for
Services and Connections.

3. On the Surface Area Configuration for Services and Connections page, expand Database Engine,
click Remote Connections, click Local and remote connections, click the appropriate protocol to
enable for your environment, and then click Apply.

4. On the Surface Area Configuration for Services and Connections page, expand Database Engine,
click Service, click Stop, wait until the MSSQLSERVER service stops, and then click Start to
restart the MSSQLSERVER service.

Step 2: Enable the SOL Server Browser service

1. Click Start, point to Programs, point to Microsoft SQL Server 2005, point to Configuration
Tools, and then click SQL Server Surface Area Configuration.

2. Onthe SQL Server 2005 Surface Area Configuration page, click Surface Area Configuration for
Services and Connections.

3. On the Surface Area Configuration for Services and Connections page, click SQL Server
Browser, click Automatic for Startup type, and then click Apply.

4. Click Start, and then click OK.

Step 3: Create exceptions in Windows Firewall (only if enabled)

These steps apply to the version of Windows Firewall that is included in Windows XP Service Pack 2
(SP2) and in Windows Server 2003. If you are using a different firewall system, see your firewall
documentation for more information.
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If you are running a firewall on the computer that is running SQL Server 2005, external connections to
SQL Server 2005 will be blocked unless SQL Server 2005 and the SQL Server Browser service can
communicate through the firewall. You must create an exception for each instance of SQL Server 2005
that you want to accept remote connections and an exception for the SQL Server Browser service.

SQL Server 2005 uses an instance ID as part of the path when you install its program files. To create an
exception for each instance of SQL Server, you must identify the correct instance ID. To obtain an
instance ID, follow these steps:
1. Click Start, point to Programs, point to Microsoft SQL Server 2005, point to Configuration
Tools, and then click SQL Server Configuration Manager.
2. In SQL Server Configuration Manager, click the SQL Server Browser service in the right pane,
right-click the instance name in the main window, and then click Properties.
3. On the SQL Server Browser Properties page, click the Advanced tab, locate the instance ID in
the property list, and then click OK.

To open Windows Firewall, click Start, click Run, type firewall.cpl, and then click OK.
Create an exception for SQL Server 2005 in Windows Firewall
To create an exception for SQL Server 2005 in Windows Firewall, follow these steps:
1. In Windows Firewall, click the Exceptions tab, and then click Add Program.
2. Inthe Add a Program window, click Browse.
3. Click the C:\Program Files\Microsoft SQL Server\MSSQL.1\MSSQL\Binn\sglservr.exe
executable program, click Open, and then click OK.

Note The path may be different depending on where SQL Server 2005 is installed. MSSQL.1 is a
placeholder for the instance ID that you obtained in step 3 of the previous procedure.
4. Repeat steps 1 through 3 for each instance of SQL Server 2005 that needs an exception.

Create an exception for the SQL Server Browser service in Windows Firewall
To create an exception for the SQL Server Browser service in Windows Firewall, follow these steps:
1. In Windows Firewall, click the Exceptions tab, and then click Add Program.
2. Inthe Add a Program window, click Browse.
3. Click the C:\Program Files\Microsoft SQL Server\90\Shared\sglbrowser.exe executable
program, click Open, and then click OK.

You must also add SQL browser service executable to the exception list as it listens on UDP port 1434.
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WMI troubleshooting:

Q: Why I can't get information from a PC with Windows 20037

A: In Windows XP and earlier, the WMI Windows Installer Provider is installed by default. In Windows
2003 the WMI Windows Installer Provider is an optional component. To install this provider, open the
Control Panel Add/Remove Programs applet and click Add/Remove Windows Components. Select the
Management and Monitoring Tools check box, then click Details. Select the WMI Windows Installer
Provider check box, and click OK.

Q: Why I can't get information from a user PC with Windows 95/98?
A: You must install the WMI core. You can download it from www.microsoft.com

Q: I have installed WMI core on PCs with Windows 95/98, but can't get information from them.

A: The Windows Management service starts automatically on computers running Microsoft® Windows
NT®/Microsoft® Windows® 2000, but not on computers running Windows 95/98. To set up the
Windows Management service to start automatically on a Windows 95/98 system, you must make the
following changes to the operating system registry. To set up the Windows Management service to run
automatically on a computer running Windows 95/98

1. Inthe registry, navigate to the value named EnableRemoteConnect.

2. Under the key HKLM\SOFTWARE\MICROSOFT\OLE, set EnableDCOM to "Y™" if it is not set
to "Y" already. "Y" is the default setting.

3. In the registry under the key HKLM\SOFTWARE\MICROSOFT\OLE, set
EnableRemoteConnect to "Y". The default setting for the EnableRemoteConnect value is "N" for
Windows 95/98 systems.

4. Place the following entry in the registry to enable the WMI automatic start feature:
\HKLM\SOFTWARE\Microsoft\wbem\cimom - AutostartWin9Xx

5. Set the AutostartWin9X value to either "1" or "2". The following table lists possible values for
AutostartWin9X and their meanings.

Value | Meaning

"0 Manual
Use this setting when you do not need the service running continuously. When a local
request comes in, WMI starts to service the request. If you later restart the computer,
the computer will start in manual mode (WMI will not start automatically).

Note that remote startup requests are only supported on Windows NT/Windows 2000.
Remote startup requests are not supported by COM on Windows 95/98.

"1 Automatic if the computer system needs to reload
Use this setting if you would normally have active event consumers. If WMI has active

event consumers and the system (any system that supports WMI) needs to be restarted,
WMI starts automatically after the system starts.
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"2 Automatic

Windows Management service always starts automatically.

6. Add the file Winmgmt.exe to the computer's Startup directory. You can find this file in the
\Windows\WBEM directory.

7. Under the key \HKLM\SOFTWARE\Microsoft\wbem\cimom set EnableAnonConnections to
"1t
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