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Thank you for downloading and installing CCS Service Request 4.0!
The trial is a full-featured version of CCS Service Request 4.0 that is limited to 2 Service Areas and 2 seats per area, and is available for 20-45 days of evaluation usage. We will send you the license to turn it into a full version upon purchase. That license will have the correct number of Service Areas and seats, according to your purchase level. You will not lose any data and will only need to enter the new license.

The following components are included in CCS SR 40.Zip. 
1) CCS  SR 40.pst: This consists of the Service Request folder and Service Area subfolders that make up the main part of the program. They are delivered as a PST (Personal Folder) file. You temporarily add this PST file to your Outlook so that you can copy the folders to the location in the Public Folders where they you want them to reside.
2) ClientSetup directory with a Setup.exe or MSI: We include a Setup.exe and an MSI file that installs the client side DLLs that make the program function. You can choose to use either the EXE or MSI to configure the client on your PC. This install is needed on PCs that will use Outlook to interact with the Help Desk. (Not needed for users who use Web only or send in emails.) 
Licensing By “Service Area” And “Named Seats”
In CCS Service Request we control licensing by Service Areas and Named Seats.   Service Areas are the number of Service Departments (IT, HR, Facilities etc.) which will be using the application to manage requests for service.  Within each Service Area folder is a list of Named Seats which are the staff members in the service area who will be assigning and fulfilling service requests.  For example, if a company orders the product to work for IT, HR and Facilities, then they would purchase a license for 3 service areas.  Each area comes with 2 Named Seats which would allow for 2 staff members from each area to assign and work on service requests.  They may want to allow more IT staff members to use the product; therefore they could add 3 additional seats for a total of 5 for the IT department.

Running CCS HelpDesk Along with CCS Service Request 
For current customers of CCS HelpDesk (or Outlook Help Desk):
If you are a current user of CCS HelpDesk or Outlook Help Desk, you can continue to use the Help Desk along with CCS Service Request. There will not be any conflicts, as the forms and the DLLs are different. 

INSTALLATION OF THE TRIAL

1) Installation of the Service Request folders
The CCS Service Request set of folders will need to be copied from the CCS Service Request.pst file to the Public Folders. This is done with an Outlook client. It only has to be done once, and then the public folders are available to anyone in the Exchange organization. (The folders can also be installed in a shared mailbox, where they would be available to anyone with access to that mailbox.)

The Service Request folders can sit anywhere in the Exchange Public Folder hierarchy (or a shared mailbox) as long as they retain the folder structure. The top-level “CCS Service Request” folder can be renamed, but the other folders need to keep their names as is until you use the global license utility to setup your Service Area folders.
First, make sure you have the rights to create new folders under whatever folder you will be placing the Service Request folders. The best way to test if you have rights is to try to create a new folder at the location you want. If you cannot, you will need to get this permission from your Exchange administrator (or have the administrator do the installation).
1. Unzip the “CCS SR 40.zip” and extract the files. Remember where you put "CCS SR 40.zip"; you will need it for the next step.
2. Using an Outlook client, connect to an Exchange Server, and then:

In Outlook 2000, go to Tools/Services/Add and select Personal Folders. In Outlook 2002, go to File/New/Outlook Data File and choose Personal Folder under “Types of Storage”. In both versions, when the “Create or Open” dialog box comes up, browse to the "CCS SR 10.pst" file that you just unzipped. Choose "OK" in the next dialog box accepting the defaults. 
In Outlook 2003 and 2007, go to File/Open/Outlook Data File and navigate to the “CCS SR 10.pst" file that you just unzipped and press OK.

3. You will now have another set of folders under "CCS Service Request". Expand this set of folders. If you only see a Deleted Items and Search folder, see Appendix A on how to make all folders visible. [image: image1.png]CCS Service Request.
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4. In the "CCS Service Request set of folders, select the Service Request folder then right-click it and select Copy "Service Request" (or go to Edit/Copy to Folder on top menu). In the "Copy Folder" dialog box that comes up, select the folder where you want to place the Service Request. This will copy the Service Request and the folders under it to the location you have chosen.
Note: Outlook may give you a warning message like the one below when you copy, but you can safely ignore this. It seems to be a bug in Outlook and does not affect anything. 
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Under this newly created Service Request folder in the public folders, there also should be example Service Area folders (IT, HR, etc.) and under each of those folders is "Assigned Service Request Tickets", “Knowledge Base”, “Reports”, and "Utilities”. These should have copied over when you copied the "Service Request". 

The custom "Service Request Ticket" form will now come up when you choose "New” or click the white space in the Service Request folder.
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Once the folders are copied, delete the Personal Folder you added in step #2. In Outlook 2000, go to Tools/Services, highlight "CCS ServiceRequest 40 " and press "Remove". In Outlook 2002, go to File/Data File Management, highlight the PST file and hit “Remove”. In Outlook 2003 and 2007, right-click “CCS ServiceRequest 40” and choose Close.
Permissions on the Folders

Set permissions for the folders as follows (this can be done by a folder Owner in Outlook or by an Exchange Admin in Exchange System Manager (under Client Permissions of the folder):


Service Request
Default = Author

Service Request/IT staff = Publishing Editor (or Owner)


Assigned Service Request Tickets
Default = Reviewer

Service Request/IT staff = Publishing Editor (or Owner)

Knowledge Base

Default = Reviewer

Service Request/IT staff = Publishing Editor (or Owner)

Reports

Default = Reviewer

Service Request/IT staff = Publishing Editor (or Owner)


Utilities and all folders under it EXCEPT Record Lock
Default = Reviewer

Help Desk/IT staff = Publishing Editor (or Owner)

People doing ticket assigning (if different than Help Desk staff): Custom role with Read Items, Folder Visible, Edit items (All), Delete items (None) 
Record Lock
Default = Editor
Help Desk/IT staff = Editor (or Owner)
2) Installation of Client files
We include a Setup.exe and an MSI file that installs the client side DLLs that make the program function. You can choose to use either the EXE or MSI to configure the client on your PC.

**********************************************************

Thank you for Installing CCS ServiceRequest 4.0!

To further configure your installation, you can set up the following in the folders under Utilities in the HelpDesk:

1) Add yourself and another Staff member as a Named Seat in the License Utility

2) In General Utilities folder

a. Configure lists in List Manager

b. Set the Ticket Colors

c. Set the Required Fields

d. Configure a Popup Message, if desired

3) Set up Notifications

4) Set up any Templates

Other clients who will be using Outlook can run just the ClientSetup – we provide both a Setup.exe and an MSI. You may want to put those files on a network share for easy access or distribute it automatically by a software distribution program.

If you need assistance, contact support at support@crowcanyon.com or see http://support.crowcanyon.com. To purchase, contact sales@crowcanyon.com or go to http://www.crowcanyon.com/purchase.

Thank you!

*************************************************************

Appendix A
“Disappearing” folders in Service Request in Outlook 2003/2007
If you install the PST file and do not see the Service Request folder, like the view on the left, simply click the folder icon at the extreme bottom right (the one that is yellowed in the right-hand view) and you will see the folders:
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APPENDIX B
UNINSTALLING
To uninstall CCS Service Request 4.0, take the following steps:

1) Delete the set of Service Request public folders. Make certain you want to take this step first, as once the folders are deleted, the tickets and settings are gone. You can archive the folders to a PST file if you wish to retain the ticket data.

2) On Outlook clients with CCSSR.dll and Redemption.dll installed, you can either leave them there as they are only activated when our program accesses them or delete them by unregistering them (with REGSVR32 /u switch) and then deleting the dll files. These files are usually in the Program Files/Crowcanyon directory on the client.

