
ServiceDesk Plugin for Redmine
Workspace overview of the available functions
https://alphanodes.com/redmine-servicedesk 
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ServiceDesk working space (Project related)

Ticket results
Displayed as „Table“ view

Contains Ticket 
information and links to 
existing entries

Helpdesk-Tickets 
Live-Search, 
Filters & options for 
searching helpdesk-
tickets in the issue 
list

Sidebar 
Contains Tags for
Issues and Helpdesk-Tickets 
as well as Custom queries

New issue
Create new Helpdesk-Tickets manually by selecting the specified 
tracker. Otherwise it is just a regular issue.

ServiceDesk Plugin functions
● Contacts: Contact list
● Invoices: Invoice list
● Canned responses: List of canned responses
● Settings: Adjust project related ServiceDesk 

settings and manage ignore list 

Create new entries 
If Project menu tab for 
creating new objects is 
active you can create 
new entries for ServiceDesk 
entities (contact, invoice, 
canned response)

Project overview 
● Dashboard: The project overview dashboard contains general 

information on your project. If you activate the „Helpdesk“-
function in this project, you can add the Helpdesk information 
dashboard block (dashboard permissions required) in order to 
view project specific helpdesk-tickets, contacts, reports.

Helpdesk-Tickets (Issues)
Helpdesk-Tickets are listed in 
the regular Issues area.
The difference between 
Helpdesk-Tckets and regular 
issues is the assignment of a 
contact.
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Helpdesk-Ticket
A Helpdesk-Ticket looks like 
a normal issue in Redmine, 
but it is connected to a 
Helpdesk contact (From). 
And the reply note is sent via 
email to the contact.



ServiceDesk working space (Project related)

Contact results
Displayed as „Card“ view

Contains contact 
information and links to 
existing contact entries

Contacts 
Live-Search, 
Filters & options

Sidebar 
Contains Tags for
Contacts as well 
as Custom 
queries

New contact: Create new entries manually
Import: Import via CSV 

ServiceDesk Plugin functions: 
● Contacts: Contact list
● Invoices: Invoice list
● Canned responses: List of canned responses
● Settings: Adjust project related ServiceDesk 

settings and manage ignore list 

Create new entries 
If Project menu tab for creating new objects is active you can create new 
entries for ServiceDesk entities (contact, invoice, canned response)
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New contact
A contact can be a person or a company. It might be visible for 
the project, for all projects or the creator (private)
  

Contact entry
The detailed contact view gives you insights into the stored data.
  



ServiceDesk working space (Project related)

Invoice results
Displayed as „Table“ view

Contains invoice 
information and links to 
existing invoice entries

Invoices 
Live-Search, 
Filters & options

Sidebar 
Contains relevant 
numbers invoice 
status and 
Custom queries

New invoice: Create new entries manually

ServiceDesk Plugin functions: 
● Contacts: Contact list
● Invoices: Invoice list
● Canned responses: List of canned responses
● Settings: Adjust project related ServiceDesk 

settings and manage ignore list 

Create new entries 
If Project menu tab for creating new objects is active you can create new 
entries for ServiceDesk entities (contact, invoice, canned response)

Export invoice list: Invoice list information 
is exportable into CSV, XLSX 
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ServiceDesk working space (Project related)

Canned responses 
results. Displayed as 
„Table“ view

Contains canned 
responses information and 
links to existing entries

Canned responses 
Live-Search, 
Filters & options

Sidebar 
Contains Tags and 
Custom queries

New canned response: Create new entries manually

ServiceDesk Plugin functions: 
● Contacts: Contact list
● Invoices: Invoice list
● Canned responses: List of canned responses
● Settings: Adjust project related ServiceDesk 

settings and manage ignore list 

Create new entries 
If Project menu tab for creating new objects is active you can create new 
entries for ServiceDesk entities (contact, invoice, canned response)

Export canned response list: Canned 
response list information is exportable into 
CSV, XLSX 

Cross-project canned response list: If 
cross-project templates exist, you can view 
the list to those canned responses via this 
link.

ServiceDesk
Working space

C
A

N
N

E
D

 
R

E
S

P
O

N
S

E
S



ServiceDesk working space (Project related)

Ignore list entries 
Displayed as „Table“ view
of the added
entries.

Users with appropriate
Permission can manage 
the entries in this area 
(edit or delete).

Ignore list entries
Create new entries, Check if an entry 
would be ignores, Filter the list
for entries

ServiceDesk Plugin functions: 
● Contacts: Contact list
● Invoices: Invoice list
● Canned responses: List of canned responses
● Settings: Adjust project related ServiceDesk 

settings and manage ignore list 

Create new entries 
If Project menu tab for 
creating new objects is 
active you can create 
new entries for 
ServiceDesk entities 
(contact, invoice, canned 
response)

ServiceDesk
Working space

IG
N

O
R

E
 L

IS
T

(S
p

am
 p

ro
tec

tio
n

)

Create new entry for ignore list manually 
Choose the type of entry (email or subject) you want to create.



ServiceDesk working space (Project related)

What should happen with incoming 
Helpdesk-tickets? Take care of the 
respective configuration here in the 
areas:

● General
● New tickets
● Helpdesk tickets
● Contacts

Create new entries 
If Project menu tab for 
creating new objects is 
active you can create new 
entries for ServiceDesk 
entities (contact, invoice, 
canned response)

ServiceDesk
Working space

H
elp

d
esk 

settin
g

s
ServiceDesk Plugin functions: 
● Contacts: Contact list
● Invoices: Invoice list
● Canned responses: List of canned responses
● Settings: Adjust project related ServiceDesk 

settings and manage ignore list 

Helpdesk settings
If function is activated the helpdesk configuration for the project takes 
place here, if the project is used for managing helpdesk tickets.

Incoming mail server
If you want to connect an existing email account with your 
project you need to configure the account in this section. 
Afterwards you are able to import emails sent to this 
configured email as helpdesk-tickets.
→ Learn more on page 9 for Microsoft Outlook as Incoing     
    Mail Server.

Issue collector
If you want to import incoming requests via webform 
you can connect a HTML5 webform on your website 
with your Redmine project, where the Helpdesk function 
is activated. In this case activate this option and create 
a webform, that needs to be connected with your 
project.



ServiceDesk working space (Project related)
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Dashboard permissions
Users with appropriate permission on 
„Dashboards“ can create and edit dashboards and 
add so called „Dashboard blocks“ like the 
Helpdesk Information block

Dashboard menu
Users with appropriate permission can:
● create new dashboards
● Edit dashboards
● Delete dashboards
Moreover it is possible to:
● Enable sidebar
● Switch between different dashboards
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No. 1: Within Redmine (Plugin configuration) 

● Oauth settings activation necessary

No. 2: Navigate to your Azure Portal (https://portal.azure.com )

● Select Azure Active Directory
● Choose App registration > New registration

No. 3: Register Redmine as new web application
           & get Application (client) ID

● Enter a display Name for your application.
● Specify who can use the application

→ Select the option: Accounts in any 
organizational directory and personal 
Microsoft accounts

●  for Redirect URI (optional) copy & paste the field 
from Redmine

● When registration finishes, the Azure portal 
displays the app registration's Overview pane. 
You see the Application (client) ID. 

No. 4: Add a Client Secret

● Navigate to the Azure portal → App registrations, select 
your Redmine application

●  Select Certificates & secrets > Client secrets > New client 
secret

● Add a description for your client secret
● Select an expiration for the secret
● Choose Add.
● Record the secret’s value for use in your Redmine 

application.

ServiceDesk plugin configuration

https://portal.azure.com/
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No. 1: Configure Incoming Mail Server

● Choose protocol: Microsoft Outlook
● Enter your Microsoft mail as User name
● Save your changes, first!

ServiceDesk project setting

No. 2: Authorization

● Click authorize and confirm the specified mail
account you entered in your helpdesk project

No. 3: Done

● After successful authorization you can start 
working and retrieving mails.

This configuration requires  Step 1,  otherwise the authorization and / or mail fetching will fail!

!

!
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Usage of a central inbox 
for your external requests
(Required: SMTP Account 

of a central eMail*)

Project A 
(Helpdesk 

project)

External request
via eMail

Automation
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Project 
B

Project 
C

Sub 
project A

Sub 
project B

Sub 
project C

● Own rules move 
Helpdesk-tickets 
automatically to another 
project based on the rule 
conditions for further 
processing

Support Team

● Helpdesk-tickets are 
directly managed or

● Moved to another project 
manually after taking a 
look at it

How many Helpdesk-Projects?
● As a rule, it is sufficient to configure / 

use only one (1) project as a helpdesk 
project. 

● All incoming e-mails are imported there 
as Helpdesk-tickets for further 
processing.

● From there, they can be moved 
manually and / or automatically to the 
other projects.

How is communication working with 
external contacts?
● If you want to continue communicating 

with external contacts via the helpdesk 
ticket in the other projects, it is 
necessary:
● activate at least the Helpdesk and 

Contacts modules.
● Allow the necessary contacts for the 

other projects as well (reduces 
duplicates).

● Configure the mail dispatch in this 
project (the central mail reception 
still takes place via the helpdesk 
project).

What, if more e-Mails should be used?
● Only one e-mail account can be 

configured per project. This cannot be 
used for other projects at the same 
time.

● If you want to use several e-mail 
accounts, you must configure a 
separate project for each one.

Helpdesk project configuration workflow example
One central inbox → recommended by us

External contact New incoming 
message

Auto-Reply function
(if activated)

I have a 
question.

Thank you. We 
have received your 

message.

● Function is activated & configured in a project of your choice.
● Afterwards incoming eMails are converted into Helpdesk tickets
● New contact entries will be created.

Further processing of
Helpdesk-tickets in Redmine
according to your workflow

Helpdesk project (Receiving & sending emails with external contacts)

Regular project / sub-project (Sending emails with external contacts possible if required)

Note: An e-mail address can only be used for one project (not for several)
* To ensure that all e-mails are imported, the e-mail account used may only be used / accessed via the Redmine Helpdesk project. → Not anywhere else!

Trigger
● Save-Event (i.g. Event – Save 

issue)
● Scheduled

Condition (if)
● Usage of the regular Issue filters 

of the Issue list
● Provides additional filters for 

Helpdesk-tickets and contacts.

Action (then)

● Various actions possible. For 
example:
● Other project
● Other assignee
● Other prirority, etc.

Configuration takes place in the Automation plugin.
Area: Own rules
(/settings/plugin/redmine_automation?tab=rules)
Note: Only accessible for administrators

Helpdesk evaluations can be called up on a 
project-related basis for users with the 
corresponding role permission.
→ Dashboard block: Helpdesk Information
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