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LOGGING IN TO HELPDESK

The address of our Helpdesk is:

http://helpdesk.opendoor.ca/Login.asp

Your User ID and password will be assigned and emailed to you. Please change your password
after you login for the first time.

You do this by clicking on Change Password from the main menu.

If you have forgotten your password, click on Forgot your password? and your password will be
reset and emailed to you.

If you have any difficulties logging in, please send an email to Support at support@opendoor.ca.

> il '
Opendoor Open Door Technology Inc |5m

TECHNOLOGY
- S
Please Sign In

(2]

Helpdesk support is available M-F 8AM to 5PM MST.

Login to Helpdesk to research past support issues, submit new ones and monitor solution progress of current issues.

User ID: |odtuser

Password:

Forgot your password?

©0Open Door Technology Inc. 1
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MY SETTINGS

After logging in and changing your password, please update your user profile. Simply click on My
Settings to open the following window:

-

opendoor Open Door Technology Inc IssueTrak

TECHNOLOGY

Main Menu My Settings for Jane Doe

printer friendly ©

Home
My Open Door Time Zone
Teﬂ"‘l‘""gy s Helpdesk - your Timezone: | (GMT-07:00) Mountain Time (US & Canada) [¥]
y Issues z 2 23 S T 3
My Settings | Adjust dates/times during Daylight Saving Time

Change Password
Submit an Issue
Search Issues
Lookup Issue #

ODT Knowledge Base

Preferences
Default Home Page: | My Issues [+

GoToAssist Personal Info
Log Out Phone:
Email:
Pager Email:
Address:

City/State/Zip:
Country:

* Required

Please verify your email address and phone number and make any corrections, if necessary. Be
sure to include your direct line and additional information as necessary.

If you would like a cell number added to your user settings, send an email to
support@opendoor.ca and we can add this number (this field is not visible to general users).
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MY ISSUES

The first window you see when you log in is My Issues.

-—

Home
My Open Door
Technology's Helpdesk
My Issues
My Settings
Change Password
Submit an Issue
Search Issues
Lookup Issue #
ODT Knowledge Base
GoToAssist
Log Out

opendoor

Open Door Technology Inc

TECHNOLOGY

Main Menu Home - Issues for Jane Doe

Welcome to the Open Door Technology Helpdesk

Issuelrak

printer friendly (7]

Remember to change the Substatus on your issues when Adding Notes!

Show Open Issues
e As Submitter { 1)

My Reports

Show Shared Reports

|IMy Reports (S)

kS) Saved Search

* Shared

[ RunReport | [ EditReport | |

Delete Report |

Click on As Submitter to open your list of issues.

-

Home
My Open Door
Technology's Helpdesk
My Issues
My Settings
Change Password
Submit an Issue
Search Issues
Lookup Issue #
ODT Knowledge Base
GoToAssist
Log Out

opendoor

Open Door Technology Inc

TECHNCLOGY

Main Menu Home - Issues for Jane Doe

Welcome to the Open Door Technology Helpdesk

Issuelrak

printer friendly (7]

Remember to change the Substatus on your issues when Adding Notes!

Newest Issues First h:;]

Lssue Subject Priority Opened Assigned To kiti?/i SubStatus
5593 Navigation pane - missing a report

3.
Medium

09-]an-2009 Kelly Smith 09-Jan—-2009 Medium

Symbol Legend

E Escalated Issue
0] Issue has Attachments
Issue is half-way Out of Compliance

® Issue SLA is Out of Compliance

|
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You can then click on one of these issues to open it.

Main Menu View Issue #5593

Home

My Open Door
Technology's Helpdesk

Issue Detail
View
Add Note
Attachments
Clone/Copy
Submit an Issue
Search Issues
Lookup Issue #
ODT Knowledge Base
GoToAssist
Log Out

Issue =:
SLA in Effect:
Issue Status:

Subject:
Issue Type:

Priority:
Severity:

Organization:

Company Name in
Navision:
Area:

PO Number:
Database:

Executable
Version:
Organization Type:

Submitted By:
Assigned To:
Next Action:

Email Notification:

Target Date:
Required By Date:
Total Time Open:

Adj Time Open:
Labor Hrs:
Cause:

Description:

printer friendly |

5593
NONE

Open - Medium history

Navigation pane - missing a report
Navigation Pane

3-Medium

Open Door history

Reports

Navision Database Server
MBS-Navision 4.0 SP3

Education

Jane Doe on 09-Jan-2009 10:06AM
Kelly Smith on 09-Jan-2009 10:07AM
Kelly Smith on 09-Jan-2009 10:07AM

View/Maintain Distribution List...

00:04
00:04
00:00

email issue (7]

history
877.777.0396 x206 details
877.777.0396 x206 details

\Where is it?

I cannot find the Payroll G/L Distribution report under Reports.

©0pen Door Technology Inc.




SUBMITTING ISSUES

Submitting an issue to the Helpdesk alerts the support staff that you have an issue that needs to

be addressed.

To submit an issue, click on Submit an Issue, to open the following window:

Main Menu Submit An Issue

Home

My Open Door
Technology's Helpdesk [

Submit Issue

Submit an Issue
Search Issues
Lookup Issue #

ODT Knowledge Base * Subject: ||

printer friendly

(7}

GoToAssist * Full Description:

)
Log Out B

Cu
I

=

C

C > YEE S EE

* Issue Type:

Issue Status: Open

Company Name in
Navision:
* Area:

PO Number:
* Database:

* Executable
Version:

* Organization
Tvne:

e Type in the Subject.

e Type a detailed description of the issue or copy the issue from the email. The text
automatically ‘word wraps’, there is no need to hit ‘ENTER’ at the end of each line. Note:
there is character and space limit of 7000.

e Select the Issue Type.

e Select the Issue Status.

e Type in the Company Name if you have multiple companies within your organization.

e Select the Area.

e Enter the PO Number, if your organization requires a PO for Helpdesk Issues.

e Select the Database.

e Select the Executable Versi

on.

e Select the Organization Type.

©0Open Door Technology Inc.



e Enter additional notes, if desired.

e Setthe Target Date and the Required by Date, if necessary.

e If you would like to include an attachment, check the Include Attachment box.

e Review the details, and click Submit Issue when complete.

Note:

Target Date:
Required By Date:

O oS s e iy Q&

B 7 U ront H: U@y >rvEEEQEB

L &a dd-mmm-yyyy

[Jinclude Attachment(s)? {(upload screen will display on submit)

* Required

Submit Issue |

©0Open Door Technology Inc.




HELPDESK EMAILS

Whenever you receive a system-generated email from the Helpdesk, you will notice that it says,
“PLEASE DO NOT REPLY TO THIS EMAIL!”

These emails are automatically sent whenever:
e You submit an issue
e Anissue is submitted on your behalf (by Open Door Technology staff)
¢ Notes have been added

e The issue has been closed

Issue #5593, note added: Navigation pane - missing a report (Open Door) As Submitter - Message (HTML) <F =

age @
H
R Find
ig 4 x } % & safe Lists ~ Eﬁf I & Fin g']‘
= (2 Related ~
Reply Reply Forward || Delete Move to Create Other Block [ Not Junk Categorize Follow Mark as Send to
to All Folder~ Rule Actions~ || Sender - Up~ Unread || W Select~ OneNote
Respond Actions Junk E-mail (P Options Pl Find OneNote
From: Helpdesk [Helpdesk @opendoor,ca] Sent: Fri 1/09/09 10:44 AM
To
Cc
Subject: Issue £5593, note added: Navigation pane - missing a report (Open Doorj As Submitter
-
*==="f PLEASE DO NOT REPLY TO THIS EMAIL! )

A note was added to the following issue in Open D
To view this issue in detail, click HERI

Issue #: 5593

Subject: Navigation pane - missing a report
Status: Open Medium

Issue Type: Navigation Pane

Priority: 3-Medium

Organization: Open Door

Submitted By: Jane Doe on 09-Jan-2009
Assigned To: Kelly Smith on 09-Jan-2009 877.7
Next Action: Kelly Smith on 09-Jan-2009 874¢

Issue Description:
I cannot find the Payroll G/L Distripfition report under Reports.
Where is it?
Notes:

**Note by Kelly Smith, 0R§-Jan-2009:
This report is found under istory.

If you use this report frequent u can quickly add it to your Shortcuts menu. L

4

To respond to these emails, click on the link to open the Helpdesk website and add your
comments to the issue there.

©0Open Door Technology Inc. 7



UPDATING ISSUES

Issues are updated by the Add Note function. When you need to respond to a question from
support or add more details to an issue, click Add Note. This provides both the client and ODT
support staff a history of the issue and the steps taken to resolve it.

After clicking Add Note, the following screen appears:

Main Menu Add Note to Issue #5593

(7}

Home
My Open Door Issue #: 5593
Technology’s Helpdesk SLA in Effect: NO
Issue Detail Issue Status: Opem Ready to Close ;i'history

View

Add Note \ - CENCI 5

T : SLIl?I:]eCt: :av!gat!on Eane missing a report

Clone/Copy ssue Type: Navigation Pane

Submit an Issue
Search Issues
Lookup Issue =

ODT Knowledge Base

GoToAssist .
Company Name in
Log Out Navision:
Area: Reports
PO Number:
Database: Navision Database Server
Executable
Version:
Organization Type: Education

Priority: 3-Medium

Organization: Open Door history

MBS-Navision 4.0 SP3

Submitted By: Jane Doe on 09-Jan-2009 10:06AM  history

Note: || o= = |eo B0 | H | Q| & B i B ]
B Z U TimesNewRoman |3 [ Tg B 3« “ﬁ“é‘»"g"ﬁ‘@ EEI

Thank vou for the instructions.
e |

: Add Note I will add this report to my Shortcuts.

Input the details in the Note window. You can cut & paste or type directly into this field. The text
automatically ‘word wraps’, there is no need to hit ‘ENTER’ at the end of each line. You are
limited to 7000 character in this field (the 7000 is a limit on characters, spaces, and formatting).

Do not forget to update the Issue Status! This alerts the Open Door staff that an issue is awaiting
their response.

After you have entered all details and completed the editing of the issue, click Add Note.

©0Open Door Technology Inc. 8



From the View window, you can click on the Attachments menu choice to open the Attachments
window. Simply browse to the file location and click the Save Selected Attachments button. You
can attach up to three files at a time. If you need to attach more than three, click the Attachments
option again. The Reset button removes the files you are about to attach, not the ones already

ATTACHING FILES

attached to the issue.

An important thing to note, click the Attachments option after you have saved any notes you have
entered into the issue. If you click Attachments before the notes are saved, you will lose

everything you just typed.

Main Menu View Issue #5593

Home

My Open Door
Technology's Helpdesk

Issue Detail
View

Clone/Copy
Submit an Issue
Search Issues
Lookup Issue =
ODT Knowledge Base
GoToAssist
Log Out

printer friendly |
Add Note

Issue #: 5593
SLA in Effect: NONE
Issue Status: Open - Medium history
Subject: Navigation pane - missing a report
Issue Type: Navigation Pane

Priority: 3-Medium
Severity:

Organization: Open Door history

Company Name in
Navision:
Area: Reports
PO Number:
Database: Navision Database Server

Executable oo navision 4.0 SP3
Version:

Organization Type: Corporate

Submitted By: Jane Doe on 09-Jan-2009 10:06AM history
Assigned To: Kelly Smith on 09-Jan-2009 10:07AM
Next Action: Kelly Smith on 09-Jan-2009 10:07AM

Email Notification: View/Maintain Distribution List...

emailissue @

877.777.0396 x206 details
877.777.0396 x206 details

Home

My Open Door
Technology's Helpdesk

Issue Detail
View
Add Note
Attachments
Clone/Copy
Submit an Issue
Search Issues
Lookup Issue #
ODT Knowledge Base
Log Out

printer friendly
To add attachments, first select files and then press Save.

Issue =: 4615
Description: Navigation Pane problem

Add Attachments

Filenames:

Main Menu Attachments for Issue #4615

7]

©0pen Door Technology Inc.




ISSUE LOOKUP

You can quickly lookup an issue if you know the issue number by clicking Lookup Issue #. The
following window appears:

TECHNCLOGY

Main Menu Issue Lookup

printer friendly (7]

Opendoor Open Door Technology Inc |sm

Home Issue Number:
My Open Door
Technology's Helpdesk Lookup Issue

Submit an Issue
Search Issues
Lookup Issue #

ODT Knowledge Base
GoToAssist

Log Out

Type in the issue number and hit Enter on your keyboard or click the Lookup Issue button.

©0Open Door Technology Inc. 10



SEARCHING ISSUES

The Search Issues window allows you to search for issues within multiple fields and parameters.

Main Menu Search Issues
(7]

printer friendly
My Open Door
Technology's Helpdesk
Submit an Issue Search Criteria
Search Issues Issue Status: V] [V
Lookup Issue # Priority: L:.J
ODT Knowledge Base Issue Type: ' A £ [Oshow Inactive Types
GoToAssist
Log Out Search All: Keyword Search.
or
Subject: Keyword Search.
Notes: Keyword Search.
Solution: Keyword Search.
Company Name in -
Navision:
Area: m
PO Number: *
Database: &
Executable =
Version: S
Organization Type: [+
* wildcard searches allowed (ex: "ab™")

When searching by the text fields — ‘Search All' or ‘Solution’ for example — you can perform multi-
word searches by putting a semi-colon between words: How; create; article.

In the Search Function ‘Issue Status’ field is defined in the following way:
Blank: All issues OPEN or CLOSED will appear in search results
Open: Only issues currently OPEN will appear in search results
Closed: Only issues CLOSED to date will appear in search results

Also, you do not need to fill in the Organization field in the search criteria. As all search results
are limited to your organization.

©0Open Door Technology Inc. 11



Submitted By:
Entered By: |
Assigned To:
Assigned By:
Next Action:
Closed By:
Organization:
Cause: |

Target Date:
Date Opened:
Date Closed:
Required By Date:
Total Time Open:
Adj Time Open:
Labor Hours:

Search Title:

Output:
Sort Order 1:
Sort Order 2:
Sort Order 3:

| @ hints
| @

¢ hints
@ hints  [JEver Assigned To
| @ hints
| 2@ hints
| 40 hints
‘(,,0 Issues: Q
ﬂ Start:v End:: dd-mmm-yyyy
i start: End:| dd-mmm-yyyy
[+ Start: End:| | dd-mmm-yyyy
t\z‘ Start:: i End: dd-mmm-yyyy

| days Oless than ® more than O equal
days QOless than ® more than O equal
hours Oless than ® more than O equal

Search Output Options

My Report
VBrief List l;] [l Include Criteria in Results
VI~
B | Asc Save New Seard
&l | Asc Retrieve Saved Searches
() ()

You do not need to fill in the Organization field in the search criteria. As all search results are
limited to your organization.

You can limit your searches to particular dates and date ranges. And there are sorting options
available, based on the search criteria you have chosen.

If you find yourself performing the same search over and over, you can save the search by
clicking Save New Search. A list of your saved reports appears on the My Issues page.

-

Home

My Open Door
Technology's Helpdesk

My Issues

My Settings

Change Password
Submit an Issue
Search Issues
Lookup Issue #
ODT Knowledge Base
GoToAssist
Log Out

opendoor

Open Door Technology Inc

TECHNOLOGY

Main Menu Home - Issues for Jane Doe

printer friendly

Welcome to the Open Door Technology Helpdesk

Remember to change the Substatus on your issues when Adding Notes!

Show Open Issues

e As Submitter { 1)

My Reports

Show Shared Reports

Is;m

(7]

My Reports (S) '

‘(S) Saved Search

[ RunReport | [ Edit Report ] [ Delete Report

]

* Shared

©0pen Door Technology Inc.
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ODT KNOWLEDGE BASE

Open Door Technology provides the opportunity for our clients to bypass the support staff and
resolve issues on their own. Our Knowledge Base provides answers to commonly asked
guestions and recurring issues.

Navigating through the Knowledge Base is quite simple. Clicking on ODT Knowledge Base
opens the following window:

Main Menu List by Category

printer friendly @
Home Article Nbr: i

My Open Door
Technology's Helpdesk Quick Search:

Submit an Issue

Search Issues
Lookup Issue =

ODT Knowledge Base
Quick Search
List All Accounts Pavable (25) Advanced Cheque (3)

Search Invoice §4]’

GoToAssist Payments (11)

Purchase Order (1)

£0g Ot Reporting (2

Setup (1
Vendors (3)
Accounts Receivable (8) Customers (4)
Hotfix (1)
Invoice (0)
Setup (3)

Fixed Assets (3)

General Ledger (21) Account Schedules (3)
Bank Accounts (2)
Bank Reconciliation (1)
Consolidation (1)
Journal Entry (4)
Multicurrency (3)
Recurring Journal (2)
Setup (3)
Year End Procedures (2)

Helpdesk (2)

Human Resources (0)

Installation (16) Jet Reports (3)
License (3)
Navision (4)

Navision Objects (1)

Service Packs (1)

SOL (2)

Test Company (2)
Inventory (9)
Jobs (2)
Microsoft (1) CustomerSource (1)
PartnerSource (0)
Windows (0)

ODT Add-Ons (0)

ODT Internal Setup (1) Data Migration (1)
ODT-Upgrades (0)
Pavroll (20) Cheqgues/Direct Deposit (1)

Daotanart {23

If you know the Article number, you can go directly to it by entering the number in the Article Nbr
field or you can do a Quick Search by entering some keywords at the top, or click on a Category
or Sub Category to view the associated articles.

©0Open Door Technology Inc. 13



You can also perform a more detailed search, by clicking on Search in the menu:

-—

opendoor Open Door Technology Inc Issuelrak

TECHNOLOGY

Main Menu Search ODT Knowledge Base

printer friendly (7}

Home
My Open Door Search All: ||
Technology's Helpdesk o
Submit an Issue Title: |
Search Issues ;
) Article Text:
Lookup Issue = =
ODT Knowledge Base ags:
Quick Search i .
Lit Al Article Nbr: )
Search Organization: B P g
GoToAssist Category: B
Log Out Sub Category:
Date Created: h._.] Start: End: dd-mmm-yyyy

Qutput: Brief List |2
Sort Order 1:
Sort Order 2:

Organization Category
3 Cancel a Purchase Order 4eNogi: Accounts Pu
resellers Payable
0 4 How to delete and create new zup file d-Hon: System Lid}
resellers Wide
5 Message - Doesn't have permission for a module Lplon System Se
resellers Wide
e ' . o ; 1-Non- System .
Installing a License File at Client s Installation i
0 6 Installing a License File at Client's Installation il Wide Lig}
1-Non- System
Loading 3 New License i
o 7 Loading a New License faenilors Wide Lid
0 23 Closing Fiscal Year End Procedures 1Mo General .~
resellers Ledger Prg
0 26 Generating Pav Cvcle Periods dsoD: Payroll Pa
resellers
30 Navision SOL Server Option Installation Checklist dhog, Installation SG}
resellers
i 32 Adding an extended stored procedure for Navision SOL Windows Authentication dshon: 2oL
resellers Server
0 33 Import Pavroll Control Data Error Ao Payroll Pa
resellers
0 24 2006 January Tax Updates ishon: Payroll Tal
resellers

©0Open Door Technology Inc. 14



GOTOASSIST — NEW FEATURE!!

You will now notice a new menu option — GoToAssist. This feature provides the Support staff
with a remote connection directly to your desktop which will give you with a more effective
communication tool.

~ -

Opendoor Open Door Technology Inc Issuelrak

TECHNCLOGY

Main Menu Home - Issues for Jane Doe

printer friendly ©
Home Welcome to the Open Door Technology Helpdesk
My Open Door . Sy "
Technology's Helpdesk ~ Remember to change the Substatus on your issues when Adding Notes!
My Issues '
My Settings
Change Password Show Open Issues
Submit an Issue

SesrchiIssties e As Submitter { 1)

LOCkURsTEUs 6 My Reports Show Shared Reports
: My Reports (S)
How It Works:
Step 1: Once you are on the phone with a member of our support team, you will be provided

with a unique connection code. You will then enter the code and click the Click Here
button to initiate the screen-sharing session.

Step 2: You are prompted to download a small virus-free plug-in.

Step 3: With your permission, your support representative can view your screen and share
control of your mouse and keyboard.

Step 4: You are in full control of your computer at all times. You always have overriding
control of your mouse and keyboard, and you can end the screen-sharing session at
any time.

©0Open Door Technology Inc. 15



Clicking on the GoToAssist menu option opens this window:

VS < T " : S e T PR e
€ Yoz Uouy Taennulosy Ine, - Windoys [nizrnas Sepluyay

| ¥ €| http://www,gotoassist.com/phfopendoor m 2| X

i@ ahe ‘ @Open Door Technology Inc. [ |
7 =~

opendoor 3

/ TECHNOLOGY
B e

Live Remote Assistance

Do you need 2 quick solution to 2 technical problem? With our live remote-zassistance tool, 2 member of cur support
team can view your desktop and share control of your mouse and keyboard to get you on your way to a solution.

How to Get Support:

A

A member of our support team vill talk vith you first to determine the nature of the problem.

You vill find the answers to security questions and system configuration requirements on our FAQ page. You can alzo
view 2 demonstration of 2 screen-sharing session.

How It Works:

Step Once you are on the phone vith 2 member of our support team, you vill be directed back to this page after = |
your support representative provides you vith 2 unigue connection code. You vill then enter the code in the
field below and click the Click Here button to initizte the screen-sharing session.

Step 2: You are prompted to download 2 small virus-free plug-in.

Step 3: With your permission, your support representative can view your screen and share control of your mouse and
keyboard.

Step 4: You zre in full control of your computer at all times. You always have overriding control of your mouse and
keyboard, and you can end the screen-sharing session at any time.

Type the code you received from your representative in
the box below, then click the button to proceed.

Click Here

A1 il

(3 € mternet F100% v
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