Build Reports and Do Searches
With CCS Service Request and Exchange Public Folders

CCS Service Request tickets provide a rich data store about Service Request activity and past and current issues.
There are many ways to take the advantage of this rich repository of information, several of which are discussed
below.

Reporting

To track the proaress of tickets, see how many are still open or closed, or produce daily, weekly and monthly reports,
we provide Report Builder in the Reports folder. This allows you to export ticket data to an Excel spreadsheet or
comma-delimited Text file. You may also want to use Crystal Reports, which can produce comprehensive and stylish
reports from Microsoft Exchange and Outlook data sources.

Report Builder will extract all fields from a ticket or you can select which fields to export. Also, you can filter by date
or completion status. For instance, if you wanted to do a Weekly Report of tickets completed, you might select the
fields "Ticket ID, Summary, End User, Date Received, Status" and Filter by Status of "Completed" with a Date Range
of "7 days". This will create an Excel spreadsheet or Text file with all tickets that were received and completed in the
last week.
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There are many other ways to use Report Builder. For instance, you can easily switch folders with the "Change
Folder" button and export tickets from another folder. You can filter on Open, Completed, or Overdue tickets. You can
set any date range and decide what date field to use in the filter.

In version 4.0, you can create a report and then save it by giving it a name, then going to File/Save. This will put it
into vour Drafts folder. You then drag-and-drop it from the Drafts folder to the Reports folder. This "report template"
will now be available for future use at any time. Outlook Service Request comes with several report templates already
in the Reports folder.

On the Advanced tab, you can use 11 other fields to filter the reports. For instance, if you want to see all tickets for
only one user, you can enter that name on the End User line and only tickets for that user will be exported. You can
use Problem Category and Type in the same manner. This allows you to very easily do highly custom reports like
"Which tickets involved printers in the Accounting department in Chicago last month?"

™% Report Buibder - Regort Builder 30 (Rich Text) : =101 x|
| Bl Edk Yiew Jrcert Took fctions Help
Report Bulder | AdvancedFitedng |

Advanced Filtering

Too Fiber on &y of th Fislds Badow, enter text in the beos below. Separats muktipls Fiter critenia by
seeni-colons, Leave the boe: blank F you do ot want to Filker on that Fekd,

End User
Department |Accourting
Office | Chizago
Computir Name
m[
Technician |

Probleen Category | Prinkess

Export to Excel Return to Main Page Clase

Searches

The Tickets are in Exchange public folders that can be searched using Outlook's Find and Advanced Find features,
as well as any third-party tool that can read the Exchange database. To use Outlook's Find, simply go to Tools/Find.
This provides a basic search.

Advanced Find has much more functionality. To activate, go to Tools/Advanced Find. This Outlook utility has many
options which allows vou to build very exacting searches. Searches can be saved with the File/Save Search option.
The searches are saved as *.oss files. They can be used for later searches by going to File/Open Search in
Advanced Find.

First, choose "Tasks" in Look For:, then Browse to the folder you want to search.
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On the first screen, you can search for specific words in the subject (Summary) and notes (Description) fields, while
also choosing Status, From, To, and Time.

The second tab gives you more choices:
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The third tab provides very specific searches and is very useful for searching the custom fields on the Service

Request Tickets, such as Problem Cateqgory or History Text (History Loqa). The trick here is to use the "Fields" drop-
down list and choose "Assigned Service Request Ticket" to see the list of fields available.
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Advanced Find can produce very capable and exact searches. You can use it on a Tickets folder to find past issues
and important data quickly.

Another way to find Tickets that meet certain criteria is to set a Folder View with a Filter to show only those tickets
that meet the Filter criteria. Placing a filter on a folder view is like Advanced Find in that a restricted list of tickets is
returned. The difference is that Advanced Find will display the tickets in a list in the Advanced Find utility whereas
Filter will show the tickets in the Folder View. See Ealder Views.
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