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How to install and connect to HPSD Prod

Go to \\software\HPServiceDesk\InstallScripts\Fulllnstall\ and double click HPSDInstall.exe
This will install the full HPSD product and Service Packs including Active Directory. It will also create a
desktop shortcut for the HPSD client.

Double click the Shortcut to open HPSD. You will be prompted for a logon and password.

o)X

Lodin natne: s

e

Pazssward: Cancel

Enter your normal uninet username and password.
This will open the HPSD console.

The first time the console opens, it may take a while to open as it will choose the first “All Calls” view
from the list.

Modify existing views using tables and charts.

Views are the way the HPSD displays call records.
To change to another existing view either click the drop down box
on the tool bar or click the view menu > current view and select the view you wish to use.

Cpen Calls (Table) -

View Favorites Tools Help
Current Yiew all Calls (Table)
All Calls Lask Month (Table)

B Group By Box
all Calls submitted by ¥ou (Table)
Eroups »
Al Calls This Maonth (Table)
Toolbars » Calls Today: Count by Created by Display name {Chart)
¥ Closed Calls (Tahle)

—m Closed Calls Subritted by You (Table)
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HOW TO Create a view for your workgroups only.

Go to the view menu > current views > define views
Highlight the Open Calls by Workgroup and click copy

Wiew summary
Fields

Group by

Sort by

Filter

Wiew name View type | Default L Add...
Open Callz Table

Open Calls by Caller Org Table O

Open Calls by Category Table O

Open Calls by Priarity Table O n

Open Calls by Service Table O

Open Calls by Status Table O Set s Defa.
Open Calls by Workgroup Table O

Open Callz Related to Cloged Syst... | Table 1 bt

10; Description; Priority; Deadline; Status; Assignment To
workgroup Mame; Assignment Ta person Name: Caller Mame: Ca...
Aszzignment To workgroup Mame [azcending]

1D [azcending)

0

=]

Cloze | Apply View |

This will prompt you for the format you wish to use

Copy View

Mame

X

Yiew type

Card

|':0p_l,l of Open Calls by ‘Warkaroup

[1]8 | Cancel |

Select table and click OK to continue.

Highlight the Copy of Open Calls by Workgroup and click Modify

View Summary &|

Fields...

Group By,

Sort By

Filter...

Other...

Auto Format. ..

A

10 ; Description; Priority; Deadline; Statuz; dssignment To
workgroup Mame; Aezignment To person Mame; Caller Mame;
Agzignment To workgroup Mame [azcending]

10 [azcending)

On

Other Table Wiew zettings

User defined fonts on each row

Lo 0K f  Cancel
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Click the Filter button

Filter

Service call | More Choices  Advanced

Find iterns that match these criteria:

Statuz nok equal to Rezolved/Released0RClozed

A

tare critenia

Fild =
| =l

|

Carncel ‘

Click the More Choices tab and tick part of the assigned workgroup

Filter

Service call  More Chaices I.ﬂi‘-.dvancedl

Wwihere | am Ore of the approvers
part of the aszigned organization
v| part of the asgzighed workgroup

the aszigned person
the: caller

[ Match Case

oK | Cancel ‘

Click OK, OK and Rename to change the name and then click Apply View to show the relevant calls.
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HPSD views can be modified in many ways using the Advanced Tab but you really need to understand
which field is which. For example if you wished to create a view that showed all calls logged today you

would copy the All Calls view, Click modify, Filter and then Advanced and then set the field

Registration>Created to today and then click Add to List.

Service call | More Choices  Advanced l

Find items that match these criteria:

Mare criteria

Field -
Operator:

[P |

|F|egistlati0n£reated - |

Add ToList

ak | Cancel |

There are many other fields and filters that you can set depending on the results you want. It will take
time to get used to the field names, but if you require assistance you should contact the IT Help Desk as
they will be able to provide more details on the correct field or settings you should use.

Understanding the HPSD Categories for a new call

& Quick Find - Service Call Category @

Lok far |

DK|

Request for Infarmation [RFI)
Request far Service [RFS)
Request far wWark [FFw)

5 Item(z]

Wiew ﬁ Service call Category [Tree] j Cancel
il
Feedback Hons

The five standard categories are as per the above image.

CATEGORY WHEN USED

Fault

For any call reporting something which is not working as
required

Request For Service (RFS)

For any request for a service provided by or thru ISTS — can
include Training and Documentation requests

Request for Information (RFI)

For any request for information or “How to” queries

Request For Work (RFW)

For any requests that would previously have been raised via
the RFW system.

Feedback

For any general client feedback (i.e. not related to a specific
call) including Customer Complaints
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Understanding Service Types, Workgroups, Classifications and Closure Codes

Service Types

=% Quick Find - Service

Lok for [ oK.

Wiew |W Service Tiee [Explorer) Li Cancel
5 = ) 4 Hone
iE| Service Grouping

1D Mame | Service ype | Status Suppart Group Service Dwner

Printing 3.Desktnp Business @8 Supported
Messaging 4 Windows OS5 Business £ Supported
Metwoik Infrastructure 5 UNIX T @ Suppatted
Servers ; ? = @
o B Microsoft Office Business Supported
Account Access T Macintozh Business @2 Supported
Woice Service 8 Hardware Business @2 Supported
Infarmation Services 3 Other Software Business @2 Supported
Corporate Applications
Other

7 ltern(s]

All Services are grouped under 11 major headings on the left side of the screen. You will only be able to
use the right hand column as valid services. You can either type some of the first few letters or simply
type the correct number associated (if you know them) and the field will automatically populate.

Workgroups

8 Quick Find - Workgroup 3

Laok for [ ok ‘

View [ wiorkaroup [Explorer) El\ v
ok El : Hone
= E wokgowe

Search code | Mame Assignment .. |Team Leade. .| Team Leade... Status | Parent
BUEAT-Cw! BUE IT Sup... HPSD-BUEI #r@uniza e . Active

Accaunt Administration

=) C5 Cily West

€5 Magil

| 5 Mawson Lakes
C5 Sewice Suppoart

= £S5 Whyala
D
D

igimobile
E-Business Name Name

= Evtended Suppon Services Clarke, Simon BLE IT Support Cw/

Infarmation Intsgration Pace, Angelo BUE IT Suppart Cw

i= 1515 Operations Mart Group g0, ) BUE IT Support CW/
IT Help Desk . "

Whiteside, Mattin BUE IT Support Cw/

McMahon, Liam BUE IT Support Cw/

Secuity

| wanany
[ windows 05

1 ltemis)

It may take some time to get used to the Workgroups that are available to assign tasks to. If you know the
person you wish to assign you can enter their name into the call and then hit enter to open their available
workgroups. Make sure that you removed the users name as all call must only be assigned to
workgroups.
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Closure Codes

B Quick Find - Service Call Closure Code

Loak for [ ok,

Rejected

Solved By Client

Solved By Collaboration

Solved By Extarnal

Solved By Help Desk

Solved By Help Desk - First Contact
Solved by ISTS Specialist Support
Solved By Local IT Specialist Support
Unable to Reproduce

Unsolved [Unable to Solve)
Withdrawn

13 Iter(z]

Yiew W Service call Closure code (Tree) ﬂ Cancel
Fiefered to External
Referred ta Intemal More

3
|

Closure codes relate to how the call was solved. In most cases ISTS staff would use “Solved by ISTS
Specialist Support” option and devolved IT support would use “Solved by Local IT Specialist Support”.

Classifications

Look for (]

Wiew |@ Service call Claszification [Tree] j Cancel
¥ (ﬁ Backup
+-23 Emai Hone

- ﬂ Hardware

B Quick Find - Service Call Classification X]

s [nstall
i Maintenance

Wy Procurement

Fegizter

ey Remove

g Upgrade

S Metwork

g‘! Printing

Qﬂ Request for Information [FF1)
ﬂ Request for Work [RFWwW)
Security

B Sofware

xﬁ To Be Determined

+ @ Usger

+- &3 Yoice

79| web

[~

96 tem(z)

Classification codes describe the job solution. This means that in the case of a hardware problem you can
select one of eight different scenarios that describe what action has been taken to resolve the hardware

call.
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Completing a Service Call from open to close

Details are provided in the HPSD Work Instructions booklet.

Understand CMDB and fields relating to it (Blue Plate/Serial Number).

ey ltem Affected |

Serial Murnber |

These two fields in the bottom left hand corner of a new service call will eventually be automatically
populated from the CMDB (Configuration Management Data Base). Until that time you can still use
these fields to enter the Blue Plate or Printer queue name etc and/or the Serial Number if required.

Emailing updates to clients and the Status fields that allow it

[v Send Caller Email?
Caller Meszage

Under the close tab there is a Send Caller Email dialog box. You can use this field to send the user a
simple text message of less then 255 characters.

A message will be sent when the “Send Caller Email” box is checked and the status field is changed to:
Waiting External ; Waiting Client ; Resolved / Released
If you type a message in the “Caller Message” field and do not change the Status to one of these settings

then the “Caller Message’ field will be cleared but no message will be sent. NOTE: You can retrieve
your message from the history field and paste it back into the “Caller Message” field if required.

Caller - | | @

Mew Email Meszage to Caller

You call also send longer emails or ones with your signature files or from another user by clicking the
New Email Message to Caller in the left hand panel. This button will invoke the Outlook client.
Finding existing work orders (for a user or using the HPSD search function).

You can open the Advanced Find tool by pressing F2, going to the Tools menu and selecting advanced
find or by Clicking &dvancedFind... o the tool bar.
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€3 Advanced Find E]EJ

File Edit View Tools Help
Look far [ service cal | -
¥ [l Al Calls (T able) |
G Mare Cheices | Advanced | [
. ‘ o EEEE)
Caller - || =
Description |
Categary [
Pty | = | o
Status \ | e ~|
Towokgoup || E
Toperson v || (=)

To find a specific Work Request type the call number into the ID field. It will automatically populate the
to: field with the same number and click Find Now.

To find calls for a specific user, created on a specific date, by yourself, type the userID in the Caller field,
click the more choices tab

S Advanced Find \;”E”‘zﬂ
Fil= Edit View Tools Help
Look for @ Service cal j Find Mow
View [l &l Calls (T able) |
Service call More Chaices lAdvanced} ﬁ
e Searc!

‘where | am : One of the approvers
part of the assigned organization
part of the assigned workgroup
Mithe astigned person
the caller

Iv Match Case

Tick the assigned person field, click the advanced tab.

| Ele Edit Miew Tools Help
Laok for 1{5@ Service call ;j Find Mot ]
Wiew ] :j
Service call] More Choicas  Advanced
Mew Search %
~Hé AND
Add Criterion... ‘ Add Compound.., J Moy, ] ]

Click Modify to change the Compound from And to Or
Click Add compound to add another level.
Click Add Criterion if you wish to add a specific field to the advanced find.
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ok ‘ Cancel |

Click the field button and select Registration > Created from the list, change the operator to “on” and
click the drop down list from the value field and select the date from the calendar. Click OK to return to
the Advanced Find window and then click Find now to show all the calls.

Clicking New Search will clear all your selections.

As you understand more of the fields to use you will be able to use more and more sophistication in your
searches.

Automatic Call Logging

The Help Desk system is set up to automatically log calls to specific email addresses, for example all
requests to PC-IP get logged to the workgroup as soon as the email arrives.

Clearing the HPSD Cache

Go to tools > options and select the advanced tab. Tick the Purge cache on exit box and click Purge
Cache Now. A box will appear to say that some transactions may take a little longer, just click OK to
continue. Click OK when completed.

Caching

@ v Purge cache on exit Purge Cache Mow
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