Latitude ‘\\ software

Active Servicedesk

New Installation Guide




Active Servicedesk New Installation Guide

TABLE OF CONTENTS

N

1) A oTe [N Lot 4 To] o H O S PRUR USSP PUPROPR 3
Downloading the [atest VErSioN .........coceiviieiiiiieneeeseeeee e 3
Installing Active Service@dESK ......oiiiiiiiiiiieeieeteeee et s 5

Page | 2



Active Servicedesk New Installation Guide

1 Introduction

This document serves as a guide to installing a new instance of Active Servicedesk.

2 Downloading the latest version

The link below will take you the downloads page on the Latitude Software website,
http://www.latitudesoftware.co.za/downloads/.

Complete the form with the necessary information and ensure that Active Servicedesk is ticked
under Product Interests. Click Submit.

.

Lat'tl{dEI?QﬂY,Va_fe Home About Us Desktop Auditor Active Servicedesk Aclive Asset Manager Downloads Support Contact Us

downloads contact us
In order to obizin a free, obligation free evaluation copy of our software please complete ALL
the fields and submit the form below. Please ensure fo use a valid email address 1o To find out more please contact us

guarantee successful delivery of the download link.

Company

| My Company

Name

|Ju-e Soap
Contact number
|123 456 7890

Email

| joe.soap@mycompany.com

Product Interests

Deskiop Auditor

Active Asset Manager

Active Servicedes) Mfm—Ensure this is ticked
Number of computers on your network

|100

Security check
(7564
Enter the code below in this box

Figure 1: Download Screen
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Confirmation will be displayed with a message stating you will receive an email with a link to the
download.

Opening the email received from info@latitudesoftware.co.za with subject “Latitude Software
download instructions” will provide a link as shown in Figure 5.

Click on the Active Servicedesk link to download the setup file (randomly named .zip file e.g.
03446795a13fb73a34b1c735e2cb1660.zip).

info@latitudesoftware.co.za

To:
Cc
Subject: Latitude Software download instructions

Latitude Software download instructions

Thank you for evaluating our software

Download Active Servicedesk

Generated at:Wed Jun 20 09:43:31 2012

Figure 2: Download instructions email

Extract the .zip file and save the Active Servicedesk (version) Setup.exe to a location accessible
by the Active Servicedesk server.
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3 Installing Active Servicedesk

On the web server which has IIS installed, run the installation file (Active Servicedesk (version)
Setup.exe) downloaded in Section 2 above.

Active
Servicedesk
a0100
Setup.exe

Figure 3: Setup File

This will launch the Install Shield which will install all the Active Servicedesk application files.
InstallShield Wizard

Preparing to Install...

Active Servicedesk Setup iz preparing the InstallShisld
wizard, which will guide you through the program setup
process. Please wait.

Configuring *indows Ingtaller

I

Cancel

Figure 4: Launch Install Shield
On completion of the install shield click Finish.

{7 Active Servicedesk - InstallShield Wizard

InstallShield Wizard Completed

The Installshield Wizard has successfully installed Active
Servicedesk, Click Finish ko exit the wizard,

< Back I Finish I Cance|

Figure 5: Install Shield completed
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The Active Servicedesk Setup Wizard will launch automatically. Select the option to “Create a
new site (this option will configure both php and IIS). Click Next.

4. Active Servicedesk Setup Wizard

Welcome Select Site Upgrade Site D atabase Connection DB Upgrade Finished

This wizard will guide pou through the steps required to configure the Active Servicedesk application. Please select an option below,

("iCreate a new site [this option will configure both php and I1S)

(%) Update an existing site (this option will copy new program files and perform database updates only)

o

Latitude|software
active servicedesk

Figure 6: Setup Wizard
Initial system requirement checks will be done and error messages (if any) will be displayed.

Welcome | Initial Checks |Web Confiquration | Test%Webate | Databaze Connection | DB Upgrade | Defaults || Call Defaults | Firizhec

o Checking WhI...0k

4 LI F

Figure 7: Initial Checks
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Click the ellipsis (...) button next to the IIS Anonymous User dropdown, to automatically find and
load the IUSR (built-in anonymous user account). (Please note that IIS 6 uses
IUSR_MACHINENAME). This is required for the ServiceDesk to work.

Give your website a name. Select a location for the website files. Select the relevant timezone.
Click Next.

% Active Servicedesk Setup Wizard %

| Wwelcome | Initial Checks Wweb Configuration Test Website | Database Connection | DB Upgrade | Defaults | Call Defaults | Finished

IS Anorwmous Uzer | Adminiztrator W |E]
Webste Name | httpc//Myserver/ | Helpdesk [] Delete [&nd Recreate) If Exists
‘Website Location | C:\Program Files\Latitude Software\Active Servicedesk |[\web ] ... ]
Time Zone Aincatlohannesbug A
o Creating DB bat file...0k -

o Copying Tazk Processor files...Ok

o Crealing website,, Ok

o Adding PHP Extension [IISE+). . Estension sheady exists
" Setiing dovnloads folder pemmizsions.. Ok

" Seting paging folder pemmissions... Ok

o Selting sessiondata folder permissions... Ok

o Seling uploadtemp folder permissions...Ok

i

< m b

Figure 8: Web configuration
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When the files have successfully copied, the Website created and the necessary permissions
granted, without failure, the below confirmation will be dsiplayed. If any errorsare encountered,
they will be displayed with required corrective action. Click Next.

-
- Active Servicedesk Setup Wizard [éj
‘welcame Initial Checks ‘web Configuration Test Website Databage Connection DB Upgrade Defaults Call Types Style Finighed
‘fou should see a success message here if the website has been configured comectly:
P
Web page test for Active Servicedesk... test successful

Test End

Figure 9: Successful Website creation

Click Next.

Enter the credentials required to connect to the SQL Server, and give the name of the new
database for Active Servicedesk to utilise. Test the connection. If successful, click Next.

p 3
- Active Servicedesk Setup Wizard =

DB Upgrade Defaults Call Types Style Finished

‘welcome Initial Checks | *web Configuration Test'website | Database Connection

Please enter the credentials for the database and server

Server [ LaTiTUDES ¥

Username |sa

|
Password |w | C P Test |

Create database  (3) Use an eristing database ()

Databaze name ‘ Helpdesk. ASDSetupWizard =

Cennection was successful

OK

Figure 10: Database connection
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The Database Installation Assistant will open in a command line window. Confirm the details
displayed, and Enter <Y> or just press <Enter>.

B x]

Welcome Select Site Upgrade Site: Database Connection DE Upgrade Finished

Please click 'Mext' once the database setup has completed

ndows' system32',cmd.exe

Database Installation and Upgrade

Copyright <C> 2882, Latitude Softuware

Host : u 8
Database name: DIA_servicedesk

* Confirmation

Is this correct (default is *¥’'> ¥Y_

Figure 11: Database Installation Assistant

The Database Upgrade Assistant will create the database. When complete, you will be prompted
to continue. Press any key. Click Next.

BN Chwindows\system32icmd.exe |ﬂ|—8—3'—1

- ASReporter Uiews

# Data updates complete <2 seconds)>

Sample Data:
- fample Sources

— Sample SLAs
— Sample Messzages

it Mew sample data complete (B seconds)

lUpdate Completed 0K

Press any key to continue .

Figure 12: Database creation completed

Click Next.
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Some default settings can be configured during installation, or any time after installtion has
been completed.

The SMTP mail server configuration will enable outbound email from Active Servicedesk.
Additional default Users can also be created (a system user admin exists by default), by entering
a User ID, Name, Email address, Application password and selecting default Group membership.
To configure these later, untick the two checkboxes. Click Next.

-
%~ Active Servicedesk Setup Wizard

==

‘welcome Initial Checks ‘web Configuration

Test Website Database Connection DB Upgrade

Defaults

Call Types Style Finished

Default application settings:

Enable e-mail notifications

SMTP Server |ma\| myisp.com

From e-mail Address | helpdesk@mycompany. com

Test Mail

Test e-mall addiess |someone@mycompany.com

[#] Create Default Users

Uszer 1D Marne

E mail Password

Group

User 1 User 1

user 1@acme. com 12345

Figure 13: Configure Defaults

Default Call Types can also be selected at installation time enabling the system to be fully
functional from the outset. Select the applicable Application version, and the desired default call

types. Click Next.

p
- Active Servicedask Setup Wizard ==
Welcome Initial Checks Wb Configuration Test Website Database Cornection DE Upgrade Defaults Call Types Style: Finished
Detault call types will be created uzing the settings below
Selsct which application version | standard v|
Fro(TIL)
Finance a
HR £ [] Desklop Soltware -
Customer Care - [#] Miciosoft Office E|
T ] Outloak,
Sales and Marketing - [] Access
Facilties Excel
Procurement - [#] Powerpoint
o [ Ward
- [w] Other
Install
Urinstal
- [¥] Uparade
. [¥] Training
El-[¥] Adobe Acrobat
Install
- [ Upgrade
- [vf] Uriristall
Errar Message
Other
=1 21 Microsaft \findou: A4
L

Figure 14: Default Call Types

Page | 10



Active Servicedesk New Installation Guide

Active Servicedesk has a number of skins (colour schemes — styles) that can be applied to the
appearance of the application. Three of these are confirgurable at installation time. Select the
style of your choice. Click Next.

- N
% Active Servicedesk Setup Wizard =50

[ ‘Wwelcome ” Iritial Checks " ‘Web Configuration " Test Website ” Databaze Connection " DB Upgrade ” Defaults ” Call Types ‘ Style | Finished
Style

Select a visual style for the application

-------- = [Buez ]

[[Grew 1 n)
Black 1

Figure 15: Style

The default logon credentials will be displayed. Click Finish.

- N
%y Active Servicedesk Setup Wizard =5

| Welcome | Initisl Checks | wieb Configuiation | Test\wiebsite | Database Conrection | DB Upgrade | Defauls | Call Types | Gle | Finished
Finished

The wizard is complete, click Finish' to exit.

The default dmin login for the new site is:
User: admin

Puwd: admin

Figure 16: Finish
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When you have pressed the finish button your new Active Servicedesk website will start
automatically.

Alternatively - Open a web browser and point to http://servername/activeservicedesk URL
Login with ‘admin’, with the password ‘admin’ (or the credentials you entered in the wizard).
Active Servicedesk is now functional. You should be able to start logging calls.

Active Servicedesk

Latitude|software

active servicedesk

Copyright @ 2002-2012 Latitude Software

—_\

Figure 17: Login to Website
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