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Organisations in virtually every industry sector rely on their IT systems to conduct business. The I' T department6s

ability to resolve technology issues and manage the ever -changing IT infrastructure is critical to support business
goals. Bellerophon Helpdesk automates many aspects of call management , increasing efficiency which allows staff to
focus on problem resolution. The solution is easy to deploy, in days, not weeks - and is affordable for organisations

that need a quick start in service management.

BELLEROPHON HD is built on the same  BELLEROPHON EMS Il platform as our more comprehensive enterprise
solution, Organisations that have a helpdesk requirement today can be confident of investing in a solution that can
grow as business needs change.

BELLEROPHON HD Helpdesk software automates many aspects of call and trouble ticket management, increasing
efficiency, and allowing the help desk to focus on support & problem resolution.

In order for today's businesses and organizations to maintain and improve customer service and optimize help desk
staffing levels your  help desk software must help you create.. . an efficient, cost effective customer focused
support environment!

Whether you currently track support requests on paper or spreadsheet, or have help desk software that is no longer
adequate for your current needs, we invite you to take a look at our Bellerophon HD Help Desk Software which
enables you to provide a cost effective network based solution.

‘/ Fully -automated call management, prioritization, ownership and audit trail.

\/ Fully -automated email integration with shared mailbox support.
/ Resource scheduling and calendaring are standard.
‘/ Knowledge Base for common problems and solutions.

Full rights management to control the access and use of the solution by technicians
and customers.

/ Comprehensive reporting environment with graphics and real -time report options.
/ Fast and easy to install, configure and deploy. 2

‘/ Fully - customizable table schema and user interface

Fast to Deploy, Easy to Configure

Bellerophon HD Helpdesk software provides the optimum combination of call management automation,
functionality and flexibility, delivering a comprehensive help desk solution that satisfies most Helpdesk
requirements right out of the box. Built on Bellerophon (Enterprise Support Platform ), BELLEROPHON HD

allows the customer to pick and choose the elements of the solution required to meet precise needs.

Unlike othe r IT support software, BELLEROPHON HD is non -prescriptive and can be configured to meet additional
business processes not stri  ctly defined within a conventional IT Helpdesk environment, thus providing ultimate
flexibility.

Business Benefits
\/ Streamline and automate your customer service requests.

/ Improve customer satisfaction.

J Increase the productivity of your IT support staff.

/ Lower the cost of your IT support service.

/ Reduce technician training time with a familiar look and feel.

‘/ Easily integrate, out of the box, with many common Network and Desktop management solu tions.
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0. ThisHelp Desknanualwill give you an understanding of Belletogn HD. TheHelp Deskan be divided into
three categories, setup, functional and informational. Here is a brief overview of how each sedtierHslp
Deskfits into each of these categories.

Setup

The setup screens are where static information pathweagscreated in order that other screens can work
correctly. These screens allow you to

1 Setupuniquedepartmentson individual helpdesks, with specific fields and data capture points per

department.

Setup custom fields including, text boxes, picking lists, drop downs

User access per department, but |.T. departments can access each helpdesk

{ShGdzZL) ' yR O2yFA3IAdzNI GA2Y 2F {[!Qa olaSR 2y aStsSois
Configuration of departments including jaompletion targets and additional email footers

Enable or Disabled departments

=A =4 =4 -4 -4

An exampleof these types of screen is Maintenance

The functional screens are where business process actions are carried out within the module. These screens
allow you the

9 Jobs can be assigned to an individual and alerts and requests ardaeptional emails

91 Jobs can be updated and a full and complete audit trial is tagged to the job. This included information
regarding what was done, the time it was cadiout and by whom

T w2o6Qa OFy 06S NBFraaA3dySR o61601 FyR F2NIK G2 g RA 2 dza

1 The jobs can be filtered by both the standard fields and the custom user defined fields

1 Documents can be attached to individual jobslaran be retrieved at any time

An example of these types of screen is Jobs

Finally, the informational screens are where data can be manipulated and viewed for managerial and analytical
purposes. These screens allow

9 Statistical information about the success of failure of jobs completed in time.
1 Individual users can be monitored and their progress compared to others in a league table
91 Graphical charts depicting the percentage of jobs completed on time versus, ovielzhiand

overdue jobs completed after the estimated due date has been changed to monitor anomalies.
91 Jobs can be plotted in an Outlook style calendar interface for easy viewing of the day, week or months
tasks.
Some examples of these types of screen&cheduler and Management
Unique Point@bout theHelp Desk modulare

1 The ability to completely customise the helpdesk and setup departmentally specific screens.

1 The helpdesk is linked into the system and users can directly log jobs without the neatiup in
person



0.1 Installation
0.1.1Bellerophon HD installation

Run Install.exe as administrator
In Windows Vista wiA3IKG Ot A0l FYyR Oft A01 Wwdzy Fa ! RYAYyAadl
In Windows XP wA3IKiE Ot A0l FyR Oft A01 Wwdzy | adddQ
{ St SO0 GKS W¢rkdnls@etion 2 Ay 3 | 4 SNR
Enter the administrator log in details
Accept that you wish to install Framework .net 3 and SQL Server 2005 Express
{SEtSOG I t20FLGA2y G2 Ayadlftt G2 dzaiy3d GKS W. NrgasSQ od
/ ftA0] GKS WLyadltftQ odzitGzy
When it asks if youwishtoindtaf G KS F LILIX A OF GA2y Of A0l 2y WwWLyadlttQ |
You should now see the log in screen
Make sure the options are Vide
tfFO0S I GAOl ySEG (G2 W KIy3asS {SNBSNI bl YSQ
Enter MYCOMPUTERQLEXPRESS (where MYCOMPUTER is the name of your computer)
Leave the Username arthssword blank
/ ftA01 GKS W[ 23AyQ odzilzy
2 KSy Al lFala AF &2dz sA&aK G2 ONBFGS &
2 KSy AG NBlOGdzNya G2 GKS t23Ay &a0ONBS
You should now be in ok

0.1.2Bdlerophon HD Lite installation
10
Run Install.exe as administrator
In Windows Vista wA3IKiEG OtA01 FYyR Ot A0l Wwdzy la ! RYAYyA&d
In Windows XP wiA3IKiEG Ot A01 FyR Oft A0l Wwdzy | adddQ
{St SO0 GKS We¢KS c2ff2gAy3a ! AaSND NI RAI ¢
Enter the administreor log in details
Select a location to install to using the Browse button
/ tA01 GKS WLyadlfttQ odziGzy
2 KSy AG lFala AT @2dz gAaK (2 Ayadlff GKS ILIXAOFGA2Y (
You should now see the log in screen
Make sure the options are visible
Plack GAO1 ySEG G2 W/ KFy3aS {SNBSNI bl YSQ
Enter your SQL server name or the name of your SQL Express instance i.e. (MY COMPLEPERRESS)
Enter a username and password that has access on your SQL to create a database
/ £tA01 GKS W[ 23AyQ odzilGz2y
Whenitasksifyos A a K (2 ONBIFGS GKS RFGHDO S &
2 KSy AG NBldzNya G2 GKS t23Ay aONBSy SyidSNI o
You should now be in ok



If you get the error unable to create registry keys orthereardn 2 LJGA 2y a Ay GKS W{ SNIBSNJ b
b I Y &&p down menus follow these steps first

hLISy GKS Wi St lidsvteidowrléaded RIS doepad A f S
wSLI I OS WOyGSNI @2dzNJ { v &SNIBSNI yIYS KSNBQ 6AGK &2dzNJ {
wSLIX I OS WOy i SN RSMNBIQ Rd Al fo | &BdzNIH K52 a Sy RIEGEFOFAS yIYS
If you require multiple databases you need to enter the database names separated by commas
(databsel,database2,database3,etc)
Close and save the reg file making sure the file extension is still .reg
Double clickonthg’ St & dzLJRIF G SR WI St LIRSa]l YSeoNB3IQ FAES (2 dzLIRI
Try again and it should work fine now

11



0.2 Bellerophon HD Quick Setup Guide

Although some settings will be populated automatically you will need to configure the following screens for
Bellerophon HD to run smoothly

Bellerophon icon> System Options
StafffUsers- Add Staff memberand eeate user loginsLevel 10 users bypass all button protectian
valid email address is needed for emails to be sent correctly
Currency Maintg Add additional currencies
Divisions / Customer Typg Add additional divisions and customer types
Sales Outlet; Add your sales outlet details
Company Informationg Add your company information
Lookup Maintenance; The lookup table allows you to add edit the relevant tables
Customer Credit CodesThese are the payment types
Customer Age BracketsThese are the age brackets
Customer Contact Titles These are the customer titles
Customer Country CodesThese are the country codes
Customer Source Masr/Details Info ¢ These are the source details
Customer Status CodeasThese are the customer statuses
Document Store File TypesThese are the document extensions
Email Server Setting This is your email servandthe email mail address that the help desk
emails are sent frong These areequired for emails to be sent
Help Desk SLAsThese arethe service level agreements
Staff Department¢ These are the departments
User Options> My Customisatiorg Customise théook and feel of Bellerophon HD and the default printers 12
Help Desk> Customerg, Create new customers
Help Desk> Help Desk> Maintenance
Type Maintenance; Create new custom fields and sub types
Department Maintenanceg Add / Remove users from the dagiment
Allow users to edit estimated completion dates
Set the Job Completion target
Set the Default Job Type
Add any Additional Email Footer Text
Set the Overdue Job Gauge Maximum Value
Enable / Disable Departments Enable or disabldepartments
SLA Maintenance Setup the service level agreements so the days left will automatically be
calculated when logging a job
Job Status Maintenance Add additional helpdesk status and set others to be included or not



1. Summary

1.1 What thisscreen is used for

Viewing at a glance the summary of the statistics for the selected departments helpdesk
Changing the summary to view

1.2Understanding the screen

Total Open Jobs. Total Completed Jobs ~ Total Cancelled Jobs

69 43 &

H —

Summary to view 13
These radial selections allow you to pick which summary youteisiew

Total Helpdesk Users

This shows the total amount of helpdesk users for the selected department

Total Helpdesk Users Logged In

This shows the total amount of helpdesk users currently logged in for the selected department
Total Jobs

This shows th¢ob total for the selected summary

Total Overdue Jobs

This shows total amount of overdue jobs for the summary selected

Total Open Jobs

This shows the open job total for the selected summary

Percentage of Jobs Completed On Time

This meter shows the totaimount of jobs completed on time for the selected summary
Total Completed Jobs

This shows the completed job total for the selected summary

Total Cancelled Jobs

This shows the cancelled job total for the selected summary

Total Jobs Being Monitored

This show the being monitored job total for the selected summary

Total Jobs Being Actioned

This shows the being actioned job total for the selected summary

1.3Using the screen

1.3.1- This screen is for viewing easy to see figures for the selected summary on the s®e&stedr NIi YSy G Qa
helpdesk. To change the summary use the radial selections at the top left of the screen, you can choose
between All, this month, last month, this year aladt year (the figures change automatically to reflect your
selection)

1.3.2- To switch between departments you need tb & O | SelécK¥:pactmeritbutton to select a new one
from the list



2.Jobs

2.1What this screen is used for

Creating staff ocustomer jobs assigned to a specific person with relevant data

Updating existing jobs

Viewing existing job details and job history

Viewing jobs in a easy to vigwolour coded, list format (ReglOverdue, Yellow Due, Greerg Not Due)
Exporting all pbs,selected job details or selected rows for database usage

Filtering the list including hiding and showing Cancelled orders

Switching Departments

Adding documents and files to jobs and updating these files with newer versions

2.2Understanding thescreen

2.2.1Title Barg Edit

a i__s 2 Export To File

New Update
Edit Job L7}
New 14
This button allows you to clear the job details below to place a new job
Update

Click this button to update and edit the selected job
Export To File
This button exports the details of the jobs in the list to a féet

2.2.2Title Barg Filter

4 Filter Jobs | Given To d Request From Staff member d Date Type ) Close JLlog \JLastUpdate | SINGLE d
() ResetFilters | Statusisnot |COMPLETED | Request From Customer |ud | Date From | MULTIPLE d
SLA d Show Cancelled [_] Date To d
Filter Jobs

Click this button to filter the jobs using the selected information
Reset Filters

Click here to clear any filters entered and return to the default filter
Given To

This allows you to select which person ayeds assigned to
Status is (not)

Ths allows you to select eitherafstatus is orfia status is not the selected status
SLA

This allows you to select which SLA you wish to filter
Request From Staff Member

This allows you to select which staff member ledghe job
Request From Customer

This allows you to select which customer logged the job
Show Cancelled

This tick box allows you to show or hide cancelled orders
Date Type

This allows you to select the date type to select

Date From

This allows you tselect the date from

Date To

This allows you to select the date to

Customfields

These fieldgre custoni A SsetBdak each specific helpdesk

2.2.3Title Barg View



[}

&8

Select
Department -

Department ™

Select Department
This button allows you to select which department you wishiew

2.2.4Title Barg Search

Find Job Mo
Search Problem Info

Search Legacy Mo
Search Jobs I

Find Job No
This allows you to search for a specific job number
Search Problem Info

This allows you to enter text to search for in the problem info of all the jobs

Find similar Jobs
This button allows you to find similfobs to the one selected

2.2.5Title Bar¢ When adding or updating a job

= =. 2
Q@ Q-
Add Cancel

Edit Job ry

Add / Save Changes

This button allows you to add or save the changes made to an existing job

Cancel
This button allows you to cancel any changes made

2.2.6Help Desk Jobs tab

Help Desk Wk igonmd ke | diclp Desk
B hepoms e
 tmno 1"

-

Eeee .
ek e b ocmarts 5]

Request from  Assigned To
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3ob Description
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When a Customer Request
Customer No
This shows the customer number
Customer Name
This shows the customer name
When a Staff Request
Request From
This shows who requested this job
Assigned to
This shows who the job is assigned to
Logged By
This shows whipgged the job initially

Mhle  Remst. Reawst. Awged. Mol Shs  Ooleh il
CCsmne  MIQETO.. Agems  LVERrTLOW OPBC 31805
3Galew  MPCSTO.. Ngemd  3MEDRM  OPBY 138208
2 5l ermith., hgned  LLOW 0 1R

%

ekt

Latlod

o 138709
L 120082008

Looged sy

Mgt
At

Schehismist | < | > ] Seecdl] | Expwtidecdfom

pras O s

Tl whDex leos
0 Pt s
12002000



Status
This shows the current status of the job
SLA
This shows the current SLA for the job
Days Left
This shows the number of days left until the job passes its estimated completion date
Est Comp Date
This shows the estimated conepion date for this job
Last Update
This shows the date the last time the job was updated
Staff / Customer Request
These radial selections show which type of job this is (staff or customer)
Reminder
This tick box and date selector allow you to setup a netei for the selected job
Job No
This shows the job number
Job Description
This job description is listed here
Custom Fields
Any custonif A SsetBouvill be displayed here and the relevant data can be stored here
Problem
This shows the problem / job infind any updates that have been made to this job
Add Problem Info
This drop down text entry box allows you to add problem info to the selected job
When Adding or Updating a job
Send Assignment Email After Save
This tick box indicates thain assignment email needs to be sent wizgrychanges are saved / a new job is added
Send Confirmation Email After Save
This tick box indicates thata@nfirmation email needs to be sent to the staff member or customer who originally requested the jobanipehanges are saved / a new
job is added
Jobs List

This shows a the list of jobs for the filter options selected in the title bar, this can also be filtered using the aotiisolumn titles
Refresh

This button refreshes the job list in caere have been any changes

<

This button shows the job details for the previous order in the list from the selected order

>

This button shows the job details for the next order in the list from the selected order

Select All

This button selects all the oeds in the list above

Export Selected Rows 16
Click this button to export the highlighted rows, these can then be pasted into another applicatiendie

Open Jobs

This button shows only the open jobs (open, monitoring and actioned)

2.3Using the screen

231-¢2 @OASS | 220a RSOGFAfa e2dz Oy &aStSOG AG FNRY (KS
Completed or Cancelled orders), you can browse through the jobs one by one using #iel & Bbdittons to

go back and forward by 1 job eactckli To find a specific job you needdcS t SOl i taldat the{tddl NOK £

thenSyY G SNJ 1 KS 220 y dzY o DoKarid présa retinfiSS adC{A §TRNIIWR doxXblBgst SY Ly F2
you to search all jobs for the problem information entetled ¢ 3e&ch igacy Né is only used when

searching on jobs imported from another helpdésk , 2dz Oy @ASg GKS dat NBofSY Ly¥F2
by double clicking on it

2.3.2-If you wish toadjust the filteryouD | y R2 (KA & t3bNRthe taskko& click GniitiolviSwNE

By defaultthe onlyff A £ G SNJ ( K I ( Statas ishyt ICanfplE RenebGiveniTl &Status is and 6SLA

can all be changed to their opposite by clicking on them (clichSar changes it t&SLA is nét ~ Sclickon it
again to change it back). You can select the filter options using the drop down lists, once you have select all
these click thefilter Jobs button to action the filter (the results are shown in the jobs list below). dReset

C A f DhubtonEcléars all the filters so all jobs (except cancelled) are shown in the jobs list below, to show

cancelled ordesyodz y SSR G2 LJX I OS | Athen cliok hdsriiter Jobébadttprkagain / | y OSt £ &

2.3.3- To switch between departments you netmclick into thedView tab on the taskbar then click the
SeB OG5 S LIbuxdn Yo Sefeit from thdist



2.3.4- To create a new job you need to click thé S Buéton in the 6Edit tab on thetaskbar, once you have

donethisthed ! RR£ I y Ruttdns wiljappBdr én the taskbar. You need to enter all the information

below and populate all required fields (fields that need to be entered for a job to be logged). Once you have

populate(R I £ f GKS ySOSaal NB ¥FA Shagitéar&ddlcutatedaitomatcalysings G S¢ |y
the SLAs enteredvou then needtoenterall G KS 220 Ay TAAdBYoblénk § F 28y A3 OG K3y al YR
OkP C¢HKFRAG! 3aAIYYSyild 9BeR t/ 2 FHSNY K & DB ¥arebdhRicked | TG SN { | @S
automai A OF ffex (KSaS Oly 06S dzyGAO{1SR AT @2dz R2y Qi ol yid i
entering the details click K &ddibutton in the taskbar to save the changes, send the automatic emails,

assign a job number and add it to the jobs list ba tight. If you wish to close the job without sayiit click

i KS & /buttgnsthettaskbar and all changes will be discarded

2.3.5- If you wish to update an existing job you need to select it from the list so the details of the job are

populaedoni KS f ST G KSy budn i d@a AiRkABDEdhetasSKol, i€ you have done this

GKS a{ @S /| KI yEitasawill apgear od thetaskba.fOaice you have made any asaog

added any additional problem informatigh2 dz Yy SSR {2 Of A ®ittonltks8ve any ¢chahbes,/ K y IS a
todiscaR | y& OKEy3ISa b@torh 01 GKS a/ FyOsSt ¢

2.3.6- There are a 2 main ways of exting data from the help desk

f ¢KS T A NR UExpoi to dil ButfoR in th&iSdit dab on thetaskbar when you click this you
are prompted for a name and location to save the file. This exports ajob®eincluding the problem
information to a text document

f Thesecy R A& (KS &9 E Lidtediunderddatf (heij@Rlistyod meédéo highlight the
rows in the jobs lise NJ Of A O1 (bKttSn taHigBlighGtikein althdn tliEk the button to export
the job details to the clipboarda{l apart fromthe problem information) you can then paste these into
another problemsuch as excel for reporting purposes

2.4Job Documents tab
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Ref Code

This shows the entered ref code

Document Search All

This button allows you to search all documents attached to anglpgbA y 3 G KS Sy i SNBR awS¥ / 2RS¢
Document Job Search

This buttonallows you to search only documents attached to thisjad A y3 (G KS Sy iSNBR awS¥ / 2RS¢
Add

Click this button to add a new document to the selecteddad A y3 G KS WwwST / 2RSQ SyiSNBR
Update

Click this button to update the selected document with a new version

Remove Version

Select a version from the list on the right and click this button to remove it

Save Copy Of Document

This allows you to save a copy of the selected document version to view and edit

Document List



This shows the list of documents attachedhe selected job by default (or the results from a search)
Version List
This shows the different versions of the selected document above

2.5Using the screen

2.5.1- The document display section automatically shows the documents attached to the setederdby

default, you can search these docuyhé & o0 & (i & LJA y 3 ReIGaED X khenCRking the (0 KS &
G4520dzySy (i /bazan®d L FI RPHKZ 6AaK G2 &aSIFINOK ff OdzalG2YSNI R2(
button instead

2.5.2- To view thedifferent versiors of a document click on it and the versions of that document will be
displayed below. To open and save one of these versions to your computer you need to highlight it from the
document versiossectionthen€ A 07 G KS a{ | @8 butidh ks wil then BpeiOada¥nSwindow
allowingyouto select where you wish to save the document and what you want to call it

2.5.3- If you wish to add a new document to this orderyouRee i 2 Sy (1 SNJ (i K Refy S @ RSIEYS Ay
field then click K SAdd button, this then opens a window to select a document to upload. Once you have
uploaded this it will appear in the document display section

2.5.4-If you wish to update a document with a new version, you need to select the dodunoemthe list
G§KSy Of A O buiio, $his aperisi®olainévévindow allowing you to select a later version of the
selected document (this needs to have the same name as the original file)

2.5.5- To remove a version of a document you need to select the docurties, select the version of the

documentyou wishtoremové KSy Of A O] G KDutbrwSY2 S +SNBERAZ2YE 18



3. Scheduler

3.1What this screen is used for

Viewing jobs in a list and an outlook express style calendar view
Filteringjobs

Opening and viewing jobs separate window

Opening jobs to amend them using the job viewing window
Viewing the schedule in various views (week, month or timeline)
Viewing a job in the calendar view using the list on the left

3.2Understanding the screen

In the View tab
Go To Date
This date selector allows you to select a date to jump to on the calendar view
Scheduler View
This allows you to select the time scale shown on the calendar view
Selected Department
This button allows you to select a different department towie
In the Filter tab
Filter Jobs
Click this button to filter the jobs using the selected information
Reset Filters
Click here to clear any filters entered and return to the default filter
Given To
This allows you to select which person a job was assigned to
Status is (not)
This allows you to select either if a status is or if a status is not the selected status
SLA
This allows you to select which SLA you wish to filter
Request From Staff Member
This allows you to select which staff member logged the job
Request From Customer
This allows you to select which customer logged the job
Show Cancelled
This tick box allows you to show or hide cancelled orders
Updated Date From
This allows you to select the update date from
Updated Date To
This allows you to seletiie update date to
Custom fields
These fieldsre customt A Ssetipdak each specific helpdesk
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