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+ EOTUUENE  Activity Issues Contacts Invoices Canned responses  Settings

Project overview

Overview Unwateh | << Add black > .
Helpdesk information
Issues ®
open Total
Helpdesk tickets 150 1211
Ticket source: Email 43 1076
Ticket source: Web 107 135
Tickets with contact relations 6 8
Contacts
Contact with helpdesk tickets 522
Contacts 1233

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

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) . contact.
®
ServiceDesk Plugin functions
Newissue * Invoices: Invoice list
Mew category .

Mew version

Mew contact
Mew invoice

Mew canned response

* Contacts: Contact list

Canned responses: List of canned responses
* Settings: Adjust project related ServiceDesk
settings and manage ignore list

JELTTIM Contacts  Invoices  Canned responses

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.

Task #32855 [ctoseo] [Hecpoesk < Reph

. Support request

Hel pdesk-Ticket Added by about 2 years ago. Updated about 2 years ago.
A Helpdesk-Ticket looks like

<susi@alphanodes.com> 15.08.2022, 10:15

a normal issue in Redmine, N
but it is connected to a : '
Helpdesk contact (From). =
And the reply note is sentvia "
email to the contact.
New issue
Helpdesk contact * | Susi Sonnenschein (AlphaNedes GmbH) M)

Ticketdate *| 18 . 08 . 2022 @ | 10:15

» Helpdesk
Auther - Edit
Tracker * | Task

Subject *

New issue

HelpdeSk'TiCketS = Issues @ New issue +.. Tags
Live-Search, o Fiers L
F||ters & Opt|ons for Helpdesk contact any Add filter Additionals 3
1 tions (Adressanderung 1)
searching helpdesk- o
tickets in the issue v Apply P Clear |l Save
I|St O # Tracker Status Priority Subject Updated Tags
0O 32850 Task In Bearbeitung Normal [ ) B
[ 32849 Task In Bearbeitung Normal
0O 32848 Task In Bearbeitung Normal [ D) (Bestellung <
- 0O 32847 Task In Bearbeitung Normal | Bewerbung |
Ticket results O 386  Tsk  Ineabetung  Norma
Displayed as ,Table* view 8 e s el c
elpdes eu orma
@ | [ 32798 Helpdesk Neu Normal -ZJ
Contalns TICket 0 32797 Helpdesk Neu Normal
. I . 0O 3279 Helpdesk Neu Normal
information and links to 0 32795 Helpdesk Neu Norma
eXlStlng entrleS [0 32794  Helpdesk Neu Normal
n 2(3 25  Nexts» page: 50, 100, 200

Also available in: § Atom | CSV | PDF

ServiceDesk working space (Project related)

>  Helpdesk contact Update

Susi Sonnenschein
AlphaNodes GmbH

% 089-32168
S susi@alphanodes.com

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

Sidebar

o Contains Tags for

Issues and Helpdesk-Tickets
as well as Custom queries

-
-

ServiceDesk
Working space



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

Contact #1224 Watch 7 Edit e (| Contact

Primary address:

Susi Sonnenschein  089-32168

AlphaNodes GmbH susi@alphanodes.com Other address:

Added by over 6 years ago. Updated over 1 year ago.
Website:

History || Helpdesk tickets (4) o~
Description

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 Plugin functions:
New issue * Contacts: Contact list
New catedor * Invoices: Invoice list
gory * Canned responses: List of canned responses
Mew version * Settings: Adjust project related ServiceDesk
Mew contact settings and manage ignore list
Mew invoice
Mew canned response

vCard

Bavariafilmplatz 3
82031 Grunwald
Germany ©)
Private street 3
82031 Griinwald
Germany @
alphanodescom

New contact

New contact

+ Overview Activity Issues aNIEILCE Invoices Canned responses  Settings

Contacts 22 Contacts &
Live'SearCh’ o——— iiters
Filters & options opcons

« Apply P Clear [ Save

Add filter

A contact can be a person or a company. It might be visible for
the project, for all projects or the creator (private)

Tags: | Kunde  (Redmine HRM) ( Redmine Reporting |

d: A

- |

g o D Q Togs: G
Contains contact 4 T o EIREERD SRS 4

| |

Contactresults 4 |
Displayed as ,Card” view

information and links to
existing contact entries

Q
Tags: (eBook) Tags: (eBook)

Tags: | Kunde | (Redmine HRM) ( Redmine Reporting |

Tags: | Kunde ' (Redmine HRM) ( Redmine Reporting !

Company [] [J spam
First name *
Middle Name
Last name
Avatar | D | Keine Datei
Company |& Phone
Birthday TT.MM.JJJJ (9 Multiple values allowed (comma separated)
Job title Email
Multiple values allowed (comma separated).
Website
Assignee
Visibility = Projects of contacts
The "Private" selection is only possible for your own
Contacts.
Primary address Other address
Street 1 Street 1
Street 2 Street 2
City City
State/Region State/Region
Zip Zip
Description | pyie || preview| B 7 & € MW H M = = = = [ ere = o
Y
.
New contact: Create new entries manually
.
Import: Import via CSV
@ New contact % Import Tags
A
(Additionals 2
( Affiliate Partner 1
S
2

Contains Tags for

® Contacts as well
as Custom
queries

| Gitlab Anfrage 5

T

Hosting 12

ServiceDesk working space (Project related)
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New invoice
Invoice ID* | R 2022 2449 Order number
Last invoice number was #R 2022 2448
e e Issuedate* | 18 .08 . 2022 ©

Subject
Duedate  TT.MM.JJJJ

Project*  Helpdesk
Discount []

Status* praft
Currency EUR (€)

pescription [ et | preview | [B| 7 [ U5/ c| 1| m|m| == = | =|@E|e =G
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) R
_ ServiceDesk Plugin functions: JRIED 00| [10% om 3
New issue « Contacts: Contact list '

* Invoices: Invoice list

* Canned responses: List of canned responses
Mew version * Settings: Adjust project related ServiceDesk
settings and manage ignore list

Mew category Files

| Browse... | No files selected. (Maximum sz 24.9 ME)

Mew contact
New invoice: Create new entries manually

Mew invaoice

MNew canned response

Issues Contacts QRGNS Canned responses  Settings

. 7Eilnvoices 3, @ New invoice Status

Invoices

Live-Search, status — i 2;;16(1;1

Filters & options S '

« Apply @ Clear [ Save Sent (4) Sidebar
€877,03 H
H o # Project Invoice ID Issue date Client Amount ! Contalns relevant
In_VOIce results . 0O 2434 Helpdesk R 2022 2434 08/08/2022 €236,81 " ———® npumbers invoice
D|Sp|ayed as "Table“ View | [ s Helpdesk R2022 2448 08/01/2022 35,70 Paid (1) u
0 2447 Helpdesk R 2022 2447 07/04/2022 €367,71 €236,81 status and
@ O Helpdesk R 2022 2445 06/01/2022 £296,31 .
Contalns InVOICG 0O 2446 Helpdesk R 2022 2446 04/02/2022 €236,81 [Canceled CUStom querIeS
|nf0rmat|0n and Ilnks to Due amount: €877,03 Paid: Total (5): €1.173,34
Quote (1)
existing invoice entries €296,31
i Custom queries
Overview paid last month
Tags
ServiceDesk working space (Project related)
([ ]

Export invoice list: Invoice list information
is exportable into CSV, XLSX



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) °

Mew issue
MNew category

Mew version

Mew contact
Mew invoice

Mew canned response

Canned responses
Live-Search, &
Filters & options

Canned responses
results. Displayed as
.rable” view

Contains canned
responses information and
links to existing entries

o

+ Overview Activity Issues

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

New canned response
Name
Type of response | G d resp Project | Helpdesk
Assignee visible @ tome only

Canned responses

Filters

Options

« Apply @ Clear [ save

@ New canned response

Add filter

O toany users
O only for this groups:

AlphaNodes PM
Posteingang

Tags | Add tags

Content™ | gyt || preview

B I USC WmimemB== == 3 = =3 ©

New canned response: Create new entries manually

Tags

*

00000000000 O0O0DOO0ODOO0O0O0O0OOOO0O

« Previous 2 Nextxs

(1-50/61) Per page: 50, 100

Name Type of response Updated
Helpdesk ticket canned response
General canned response
General canned response
General canned response
General canned response
Helpdesk ticket canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
General canned response
Helpdesk ticket canned response
General canned response
General canned response
General canned response
General canned response

Sidebar
~® Contains Tags and
Custom queries

mahnung [

]

Plugin

=

Custom queries

Canned responses

Show canned responses incl. cross-project templates

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

link.

Also available in: CSV | XLSX

ServiceDesk working space (Project related)

response |

Standard

Export canned response list: Canned

ist information is exportable into

CSV, XLSX

L
A
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Create new entry for ignore list manually

Choose the type of entry (email or subject) you want to create.

New entry

Create |Cancel

Value *

Type* Email

ServiceDesk Plugin functions:

I Pro!ect menu ltab fo_r Mew issue * Contacts: Contact list
creating new objects is * Invoices: Invoice list
i Mew categor .
active yto_u c?n create gory * Canned responses: List of canned responses
gew en Bes kor it New version « Settings: Adjust project related ServiceDesk
(cec‘)rr‘(tlgit ier;svo?cr(]el Le;nne 4 | New contac settings and manage ignore list
) ) .
response) New invoice
Mew canned response
°
\ctivity Issues Contacts Inveoices Canned responses EJG0TH
Ignore list entries Settings
Create new entries, Check if an entry Project || Members || Issue tracking || Versions || Issue categories | SLA || Invoices || Helpdesk || Ignorelist || Helpdesk templates
would be ignores, Filter the list o @ Neneny » mai
for entries Flers
Type:  all Value: Apply | @ Clear
Ignore list entries - . —
. n . alue pe pdate
D|Sp|ay6d as ,,Table view Email 05/21/2022 04:24 PM  Edit 5 Delete
mail B * Edit i Delete
of the added o1 T [ e
entries.

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

ServiceDesk working space (Project related)
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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)

Mew issue
Mew category
Mew version
Mew contact

Mew invoice

Mew canned response

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

e

* General

* New tickets

* Helpdesk tickets
* Contacts

(]
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
(]

+ Overview Activity Issues Contacts Invoices Canned responses [QEIGLT-H

Settings
Project || Members || Issue tracking || Versions || Issue categories || Invoices || Helpdesk || Ignore list || Helpdesk templates
General
From address next@alphanodes.co
Awailable variables: {%response.authord%]}, {%response.authorfirst_name3}
CC address

BCC address

New tickets

Tracker (locked)

Author << Anonymous (Default) ==

s walid for incom

ail matches the e-mail address of a user, tl
Assignee  (No change)

Ticket assignment rule  Via project settings only

Helpdesk tickets
Ticket status onreply  (No change)
Reopened tickets status  (No change)

Issue life time 2 |days

Contacts
Allow contacts only []

Tag new contacts

Save

ServiceDesk working space (Project related)

ception for incoming mails:

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.

Incoming mail server
Protocol | imap
Host

Port

<>

User name
Password

Encryption  ssi

Trust spam header []

if the
Incoming felder | s

Move on suceess | Do not mov

Move on failure Do no

Retrieve mails

Incoming Helpdesk Form (Issue collector)

[ ) Active []

Outgo|ng mail server
Pratocol  Redmine standard

The same Microsoft Outlos

ok configuration is used to mail Helpdesk ticket responses as for incoming Helpdesk tickets.

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.

r
-
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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

+ Project

[ Create project [ Edit project

[ Close / reopen the project [ Delete the project

[ Select project modules [ Manage members

[ Manage versions [ Create subprojects

[ Manage public queries [ Save queries

[ Show hidden roles Set system dashboards
Share dashboards Save dashboards

[ view file list [ view Log

[ Vview budget [ View project TAGs

[J View latest logins °®

Activity  Issues

Contacts

Invoices

New dashboard

Name *

Description

Visible (@ tome only
Q toany users
O tothese roles only:
Manager
Sales
Team
Product Owner

Product Customer

Create

Canned responses  Settings

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

& & MNew dashboard

" Edit dashboard
il Delete dashboard
Enable sidebar
Dashboard: Admin Insights

Dashboard: Manager Board

Helpdesk information

[ssues

Helpdesk tickets
Ticket source: Email
Ticket source: Web

Tickets with contact relations

Contacts

Contact with helpdesk tickets

Contacts

ServiceDesk working space (Project related)

open
150
43
107

<= Add block ==

LT www

Total

1211

1076
135

522
1233

, |

ServiceDesk
Working space



No. 1: Within Redmine (Plugin configuration)

* Qauth settings activation necessary

OAuth settings

Enable OAuth

Microsoft application data

‘ Redirect URL https://redmine-next.alphanodes.net/helpdesk_cauth/resp

This URL is called by the Oauth2 provider t pass the toker ; to Redmine for activatio

Application (client) ID | The data is provided by the Oauth provider
If Azure AD tenant is used, Redmine must be registered in as an applicati
Client secret value | The data is provided by the Oauth provider used
If Azure AD tenant is used, Redmine must be registered in as an applicati

ServiceDesk plugin configuration

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

( J
» Select Azure Active Directory
* Choose App registration > New registration

der Azure-Portal.

der Azure-Portal.

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.

B Overview b addressab
Quickstart
Manage
erred 1o as publ
B8 Branding

D Authentication

START DATE EXFIRES

% AP permissions

& Expose an API

_ No. 3: Register Redmine as new web application SEh —
L Create  resource . . i A secret string that the application uses to prove its identity when requesting a token. Alsa can be referred to as application passwaond
i - rectori ° & get Application (client) ID Ay
Home
K Troubleshocting s
EAl Dashboard j | . . . . - . A:’t e DESCRIPTION EXPIRES VALUE
® ... , * Enter a display Name for your application. R
S | Specify who can use the application
B8 Al resources - Select the option: Accounts in any
(6] Recource groups ! organizational directory and personal
= dgpseme Microsoft accounts
. e ‘ for Redirect URI (optional) copy & paste the field
B o from Redmine ey o & o
ZINE LoSmDs . . .. 2 Search (Ctrl+/) 3 [8] Delete &P Endpoints
s When registration finishes, the Azure portal ’
- . - 1 - B Overview Display name Supported account types
€ Load baancers displays the app registration's Overview pane. ? : Q My organizaion only.
= Storage accounts You See the Applica‘tion (client) ID. [ ] (e Application (client) ID Redirect URIs
Virtual o #" Integration assistant (preview) T111111-1111-1111-1111-111111111111 Add a Redirect URI
43 Virtual networks
Directory (tenant) 1D Application ID URI
B Azure Active Directory : Register an application Manage DD[IEIEID[I‘EI—DDDD—EJOOOVOOOD—I]I][IEII]I][IEID[IEIEI A(I:: ant‘—‘\pp cation 1D URI
™ Monitor ‘, B Branding Object ID Manaaed apolication in local directory
. o 22222222-2222-2222-2222-222222222222
> Advisor — < Name 3 Authentication ES
0 Microsoft Defender for
Cloud The user-facing display name for this application (this can be changed later).
€ CostManagement + Billing | o |
__.‘ Help + support
Supported account types
Who can use this application or access this API?
O Accounts in this organizational directory only (Default Directory only - Single tenant)
O Accounts in any organizational directory (Any Azure AD directory - Multitenant)

(E) Accounts in any organizational directory (Any Azure AD directory - Multitenant) and personal Microsoft accounts (e.g. Skype, Xbox)

O Personal Microsoft accounts only

Help me choose.

Redirect URI (optional)

We'll return the authentication response to this URI after successfully authenticating the user. Providing this now is eptional and it can be
changed later, but 2 value is required for most authentication scenarios.

Web e ‘ | e.g. https://myapp.com/auth

Vg
A
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Working space


https://portal.azure.com/

Settings

Project || Members || Issue tracking || Versions || Issue categories

Helpdesk || Ignore list || Helpdesk templates

Incoming mail server

L3¢ Administration

No. 1: Configure Incoming Mail Server

Protocol | microsoft Outlook ®

Available variables: {%response.author¥}, {%response.authorfirst_name%}

General
From address helpdesktest@alphanodes.net
CC address
BCC address
New tickets

Tracker Task

Author << Anonymous (Default) >>

This setting is valid for inc ng helpdesk request jvia

r incoming mails: if the sender e-m:

becomes the author.
Assignee  Clzudia Meindl

Ticket assignment rule  via project settings only

Helpdesk tickets
Ticket status on reply In Bearbeitung
Reopened tickets status  Ney

~

Issue life time o | days

Contacts
Allow contacts only []

Tag new contacts

User name mymail@outlook.com

Autherization authorize g

| ]
* Choose protocol: Microsoft Outlook

* Enter your Microsoft mail as User name

tis required that the login c
ubmitted

Retrieve mails
Incoming Helpdesk Form (Issue collectar)

Active []

Outgoing mail server

Protocol | Redmine standard

For the mail dispatch of the helpdesk ticket resp:
defined for Redmine (e.g. for tifications). R

ServiceDesk project setting

No. 3: Done

working and retrieving mails.

Incoming mail senver

Pratocol | Microsoft Outlook

User name mymail@outlook.com
°

Authorization ¥ G

Retrieve mails

adentials witt

® . .
» After successful authorization you can start

ccessto tne specfed email address, ar * Save your changes, first!

No. 2: Authorization

B * Click authorize and confirm the specified mail

account you entered in your helpdesk project

o5 Microsoft

(]
Permissions requested

Redmine Helpdesk Mails
unverified

This application is not published by Microsoft.

This app would like to:

Maintain access to data you have given it access to
Read and write access to user mail

Send mail as a user

Read and write user and shared mail

¢ ¢ < <K

Send mail on behalf of others

~ View users' basic profile

Consent on behalf of your organization 0

If you accept, this app will get access to the specified resources
for all users in your organization. Mo one else will be prompted to
review these permissions.

Accepting these permissions means that you allow this app to
use your data as specified in their terms of service and privacy
statement. The publisher has not provided links to their terms for
you to review. You can change these permissions at
https://myapps.microsoft.com. Show details

Does this app look suspicious? Report it here

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

r
A
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Helpdesk project configuration workflow example

External request

via eMail fe}
i
53
% 3 Usage of a central inbox P ] N
8Tc for your external requests v | have .
229 (Required: SMTP Account ~~~~~ > 2 al Thank you. We
§ _E_ £ of a central eMail¥) question. have received your
8553 y message.
B N
£E9 External contact New incoming
£ @ message
[G]=%
Project A .
(Helpdesk Project
project) B
Function is activated & configured in a project of your choice. Py
Afterwards incoming eMails are converted into Helpdesk tickets e
New contact entries will be created. - Dy
//// sub \\\\\
Further processing of T project A
— Helpdesk-tickets in Redmine ‘ _a
“ according to your workflow 0
. Sub .
| % upport Team  Automation "~ projectB
e \\\\\/ _ -
‘ , ‘ «  Own rules move \\\\
T Helpdesk-ickets <4
. Moveg 0 anogtlher roiect automatically to another ~_ project c
manually after takFijn Ja project based on the rule T ////
look at ity 9 conditions for further
processing
Helpdesk Infermation -
Tickets Trlgger \
offen Gesamezahi Save-Event (i.g. Event — Save
Helpdesk-Tickets. 7 1957 issue)
Ticketquelle: E-Mail 6 1774 . Scheduled
Ticketquelle: Web 1 183
Tickets r‘mt 0 7
Kontaktbeziehungen Condition (If)
Kontakee *  Usage of the regular Issue filters
et e = gf th‘?dlssugcl;_?_t fiters 1 Configuration takes place in the Automation plugin.
. rovides adaitional tiiters for .
Berichte Helpdesk-tickets and contacts. Area: .Own rUIe§ ) )
- Erste Antwore 2at (/settings/plugin/redmine_automation?tab=rules)
+ Aktivste Zeit des Tages
" maemmuinedenhe Action (then) Note: Only accessible for administrators
. *  Various actions possible. For
Helpdesk evaluations can be called up on a example:
project-related basis for users with the «  Other project

corresponding role permission.
- Dashboard block: Helpdesk Information

&

Other assignee
*  Other prirority, etc. /

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)

One central inbox - recommended by us

O

Auto-Reply function

(if activated)

How many Helpdesk-Projects?

As arule, 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.

*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!
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