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Introduction

KronoDesk® is an integrated customer support
system that includes help desk ticketing,
customer support forums and an online
knowledge base in a single user interface.

KronoDesk® includes a powerful and flexible
help desk ticketing system that can be quickly
and easily tailored to meet your support needs.
With support for custom fields and workflows
you can create different support processes for
your different products.

KronoDesk® provides a knowledge base and

online support forums. making your customers
more self-sufficient with routine issues so that
your support personnel can focus their time on
the critical issues and complex enquiries.

This guide outlines how to migrate data to/from
other tools into KronoDesk. This guide assumes
that the reader is familiar with both KronoDesk
and the appropriate tool being discussed. For
information regarding how to use KronoDesk,
please refer to the KronoDesk User Manual.

Each of the sections covers a different tool so
we recommend using the table of contents on
the left to locate the tool you're looking to either
integrate or migrate from, then read the
installation and usage instructions.
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1. Importing from Microsoft Excel

The web-based interface of KronoDesk® is ideal for managing your company’s support desk. However
when first standing up the system, you may have legacy help desk tickets already in another system or in
an Microsoft Office document (e.g. Excel), it is useful to be able to load in a batch of such legacy help
desk tickets, rather than having to manually enter them one at a time.

To simplify this task, KronoDesk® comes with a Microsoft Excel Add-In that can export help desk tickets
from a populated Excel sheet into KronoDesk®.

1.1. Installing the Microsoft Excel Add-In

The first thing you need to do is to go to the KronoDesk “Add-Ons and Downloads” page of the Inflectra
Website (it can be found in the KronoDesk section), and download the MS-Office Add-Ins installation
package:

» MS-Office 2010 Add-Ins — these are compatible with Microsoft Office 2010 and 2013. They can
connect to KronoDesk v1.1 or later. They also require Microsoft .NET 4.0.

This installation package will install the add-ins for Microsoft Excel onto your local PC You can connect to
either a cloud-hosted or on-premise version of KronoDesk. If you don’t have the correct version of
Microsoft .NET installed or some of the necessary prerequisites, you will be given the opportunity to install
them when you first run the installation package.

Once you have the Excel Add-In installed, the second thing you’ll need to download is the
KronoDeskimportTemplate Excel Sheet. This spreadsheet contains the necessary pre-formatted
columns that are needed for the Add-In to easily recognize the data and know how to handle it.

Once you have downloaded the template, please double-click on it to open it up in MS-Excel. You will
notice that there is an additional ribbon entry under the “Add-Ins” tab in Excel which is used for
importing/exporting data to/from KronoDesk:

I Connect -
& |_' 33 Clear

E}Opti-:uns

KronoDesk

This ribbon allow you to connect to KronoDesk, and perform the import/export. The process for using this
toolbar is described below:

1.1. Connecting to KronoDesk®

The first thing you need to do is to click on the [Connect] button to specify the information used to connect
to your instance of KronoDesk:
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) Connect to Server L&J
1%z Y
KronoDesk | Excel Importer .
Please enter the information used to access your server.
KronoDesk URl  hitpzilocalhost’Krono11
User Name administrator
Passward: [TTTITITITITITY]
| Remember Password
jnf,ectm 7 Connect | l Cancel |

Please enter the following information into the dialog box:

o KronoDesk URL: Please enter the web address that you use to access KronoDesk® in your
browser. This is usually of the form http://hostname/KronoDesk or https://mycompany.kronodesk.net.
Make sure that you remove any suffixes from the address (e.g. Default.aspx).

o User Name: Please enter the username that you use for logging in to KronoDesk
o Password: Please enter the password that you use for logging in to KronoDesk

o Remember Password: If you are using this Add-In on a private computer, you can check this option
to have the system remember your credentials locally. Please do not use this option on a public
computer and it will compromise the security of your KronoDesk installation.

Once you have entered the necessary information, please click [Connect] to authenticate with the server.
If the login information is invalid, you will see an error message appear, otherwise you will be connected
and the list of projects and artifacts will be populated. If you want to end your session, you should just
click the [Disconnect] button and the Add-In will close your connection.

1.2. Choosing the Artifact Type

Once you have successfully connected to KronoDesk, you should now choose the appropriate Artifact in
the system that you will be importing / exporting (currently only Tickets are supported):

—
I Artifact: | Tickets -

33 Disconnect [ Tickets

mﬂptinns

KronoDesk

The artifact choice will match the name of the Excel sheet in the template, so if you are going to be
exporting Tickets, you should choose “Tickets” from the dropdown list and then click on the “Tickets” tab
inside the Excel import template.

Once you have selected the artifact, there are three buttons that you can now use:

o Export: Clicking this button will take the data in the spreadsheet and use it to add/update items in
KronoDesk.

o Import: Clicking this button will retrieve the data from the KronoDesk server and use that to populate
the spreadsheet. [This is currently not available in the Add-In]

o Clear: This button allows you to quickly clear the data in the import template while leaving all the
necessary headings and other information that the Add-In needs to be able to import/export data.
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o Options: This button allows you to change some of the import/export options.

1.3. Exporting Data
The Excel Add-In is capable of exporting help desk ticket data from the Excel template to KronoDesk.

1.3.1. Configuring the Lookups

The Excel template contains a special ‘Lookups’ sheet in the Excel workbook. Before actually performing
the export, you should review this sheet to make sure the list of products, statuses, priorities and
resolutions match your instance of KronoDesk:

General Tickets
Product Type Status Priority Resolution

LCS Library Catalog System |1 Sales |1 Assigned 2|1 - Critical 1|Customer Issue - Configuration 2

BIS Book Inventory System |2 Supportt |2 Closed 5|2 - High 2|Customer Issue - Hardware 3

WEB Library Web Portal 3 Duplicate 6)3 - Medium 3|Customer |ssue - Network 1
MNon-lssue 7|4 -Low 4|Development - Enhancement 5
Open 1 Development - Unintended Bug 4
Waiting on Customer 3 Documentation - Incorrect 6
Waiting on Development 4

Normally you would need to change at least the list of Products (since it will have the three sample
products by default) and depending on how you have customized your instance, you will also need to
adjust the statuses, priorities and resolutions (currently Type is not used and can be ignored).

To get the appropriate list of products, statuses, priorities and resolutions, go to the Administration section
of KronoDesk and display the appropriate screens. For example, for products:

Product Definitions

This is a list of all defined products in the system. Artifacts like Articles and Tickets can be assigned to a product for filtering and reporting. You can add a new product by clicking
the "Add’ button. To remove a product. blank out the name or click the ‘Remove’ button. Removing a product does not delete associated artifacts. The token can be thres
characters. and must be unique per product.

Prod ID | Token Display Name Description Workflow

[PR:2] BIS Book Inventory System Issues related to the main Book Default Workflow Remoy
Inventory System application.

[PR:A] LCS Library Catalog System Issues related to the main Library | | |Default Workflow Remove
Catalog System application_

[PR:3] 'WEB Library Web Portal Issues related to the main Library | | |Default Workfiow Remov
Web Portal application.

Add new Product
* Save

Make sure that the products, statuses, priorities and resolutions in the Excel workbook match the ID and
the value displayed in KronoDesk. Once that has been done, you are now ready to export your data.

1.3.2. Exporting Tickets
To export tickets, first you need to click on the “Tickets” sheet in the Excel workbook:

Ticket Standard Fields
Tkt #  Ticket Subject Ticket Description Product Status Priority Resolution [Opener Assignee |Comment
Unable to use LCS Cannot use the LCS system, please help|Library Catalog System |Open Customer Issue - H{00002
Unable to use BIS Cannot use the BIS system, please help |Book Inventory System [Assigned 1 - Critical Customer Issue - N400002 00003
Unable to use Web Portal Cannot use the web portal, please help mLibrary Web Portal |Assigned 2 - High 002 00002
Performance issues with LCS The LCS is having performance issues _[Library Catalog System |Open 3 - Medium 3
Performance issues with BIS The BIS is having performance issues |Book Inventory System [Assigned 4 - Low 3 2
ot Reproducible limitation How do | access the web portal, what is tfLibrary Web Portal | Assigned Development - Enh 3 3
Unable to use LCS Cannot use the LCS system, please help|Library Catalog System [Duplicate 3 - Medium Documentation - Inc| 3 3 Duplicate of another ticke
Unable to use BIS Cannot use the BIS system, please help |Book Inventory System |Duplicate 4~ Low 3 This is definitely a duplic
| ]

Next you should click on the [Clear] icon to first remove the sample information from the spreadsheet.
Once you have the sheet ready for export, you need to either enter the tickets into this specially formatted
spreadsheet or cut and paste them in from another existing Excel sheet that you've been using to
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manage tickets previously (or from the output of another tool). Then click [Export] and the new items will
be added to your instance of KronoDesk.

The various columns that can be imported/exported, and the rules for entering data are listed below:

Tkt # Stores the ID of the ticket. Should be left blank for new items being
added to KronoDesk

Ticket Subject The subject / name of the help desk ticket.

Ticket Description The long description of the ticket. If you want it formatted, you need
to add HTML tags such as <b> for bold

Product The name of the KronoDesk product that you want to associate the
ticket with. It needs to be one of the values from the dropdown list.

Status The status of the ticket. It needs to be one of the values from the
dropdown list.

Priority The priority of the ticket. It needs to be one of the values from the
dropdown list.

Resolution The resolution of the ticket. It needs to be one of the values from
the dropdown list.

Opener The user that opened the ticket. Needs to be the ID of the user (e.g.

user US00005 would be entered as just 5). If left blank, it will
default to the user logged in through the Add-In.

Assignee The internal user that the ticket should be assigned to Needs to be
the ID of the user (e.g. user US00005 would be entered as just 5)

Creation Date The date that the ticket was logged. If this field is not populated, the
current date is used instead

Closed Date The date that the ticket was closed. Do not enter a value in this field
if the ticket is not in a closed status.

Comment The description of a comment/note that should be appended to the

ticket. If you want it formatted, you need to add HTML tags such as
<b> for bold. Note that this field always appends, so if you want to
add two comments, just enter the first value and click [Export], then
replace it with the second value and click [Export]

Note: the columns that are required are listed in bold type.

1.4. Changing the Import/Export Options

You can change how the import/export works by clicking on the Options icon. This brings up the Options
dialog box:
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=

| Import/Expart Options [é]
Import/Export Options {3

Update |[ Cancel |

When you import artifacts from KronoDesk into MS-Excel, if they have a formatted description, by default
all the HTML tags that are used to describe the formatting will be loaded into the Excel cell. This is useful
if you plan on making changes and then updating KronoDesk (since it will preserve the formatting).

However if you want to be able to more easily read the descriptions in Excel and do not plan on updating
KronoDesk, you can select the option to Remove the Formatting, which will convert the descriptions to
plain-text before loading them into Excel.
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Legal Notices

This publication is provided as is without warranty of any kind, either express or implied, including, but not
limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement.

This publication could include technical inaccuracies or typographical errors. Changes are periodically
added to the information contained herein; these changes will be incorporated in new editions of the
publication. Inflectra Corporation may make improvements and/or changes in the product(s) and/or
program(s) and/or service(s) described in this publication at any time.

The sections in this guide that discuss internet web security are provided as suggestions and guidelines.
Internet security is constantly evolving field, and our suggestions are no substitute for an up-to-date
understanding of the vulnerabilities inherent in deploying internet or web applications, and Inflectra cannot
be held liable for any losses due to breaches of security, compromise of data or other cyber-attacks that
may result from following our recommendations.

KronoDesk® and Inflectra® are registered trademarks of Inflectra Corporation in the United States of
America and other countries. Microsoft®, Windows®, Explorer® and Microsoft Project® are registered
trademarks of Microsoft Corporation. All other trademarks and product names are property of their
respective holders.

Please send comments and questions to:
Technical Publications
Inflectra Corporation
8121 Georgia Ave, Suite 504
Silver Spring, MD 20910-4957
U.S.A.

support@inflectra.com
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