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1

Introduction

PDC's web-based customer service system - also known as PDC Helpdesk can be accessed at
the web address http://support.pdc.com.
PDC Helpdesk is a tool in providing the best possible service to our customers.
● PDC Helpdesk is where you can to report bugs and problems, and you can ask questions
to the PDC Support.
● PDC Helpdesk is online every day clock round, so no matter when you want to contact us,
please do so via the PDC Helpdesk.
● Helpdesk Issues will be read by PDC Support and followed up daily during regular work
hours.
● PDC Helpdesk provides a clear overview of the status of individual issues, and there is
only one place to look for information. Even if, for example, an employee from the PDC
or a contact for a customer would be sick, others can get insight into the status and the
situation.
● PDC Helpdesk contains for some of PDC's products, a list of known bugs and problems
(Knowledge Base), and a list of the improvements to be achieved by changing to a newer
version (release notes).
When using PDC Helpdesk, be sure to explain issues, problems or errors as accurately and
clearly as possible and attach screen prints, if applicable. This makes it easier to find an
answer or a solution to your problems, and it helps to speed up the proceedings.
Sometimes it is much easier to locate and fix problems if PDC's support group can view your
screen in a web session. PDC's standard tool for web sessions is TeamViewer, which can be
installed from http://support.pdc.com. (If your organization is using a different tool for
remote support, PDC can usually use this instead.)

2

Using the browser or e-mails

It is possible to create new issues in PDC Helpdesk by e-mail, and to reply to helpdesk
messages via e-mail. Each of PDC's products have assigned an email address, such as:
Vagtplan@support.pdc.commailto:vagtplan@support.pdc.com
Are you registered as a contact in PDC Helpdesk, you can send an email to this address and
there will automatically be set up a new issue which PDC Support will start to work on.
If PDC Support have a question, this question will be sent via as an email from example
vagtplan@support.pdc.com. It is possible to make a normal "reply" to this email from
Helpdesk.
However, we recommend using the browser-based access to the PDC's Helpdesk system, as
it offers a variety of options, such as: to see a list of all issues with an accurate status,
priority, and history of each issue, and to see what issues colleagues have created, or a
Knowledge base of known bugs, etc.
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3

Login PDC Helpdesk

Before you can log in to the Helpdesk, your company must be registered as a customer of
PDC and you must be a registered contact in PDC Helpdesk. When set up as a contact, you
will receive an email with your username and password.
To log on Helpdesk, you must:
●
●
●
●

Open a web browser.
Enter the following web address: http://support.pdc.com
Click the "Start PDC Helpdesk",see Figure 1
Enter your username and password in the box that comes up (Figure 2), and click OK.
Click maybe in the "Remember me next time. "This makes your browser remember your
password the next time you log on.

Figure 1 Entry Page to PDC's Helpdesk.

Figure 2 Entering username and password.
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If you forgot your password, click on the link “Forgot your password?”, and follow the
instructions. Then you will get your password sent to your email address.

4

Overview page for Issues

When you are logged in, you get first a page, as shown in Figure 3 It corresponds to you have
selected the tab “Issues” (Red circle1).The summary page gives you access to both create a
new issue and to get an overview of existing issues:

Figure 3 Listing page for issues

You can see the name in the upper right corner (red circle 2.)
If your company has several products from PDC, it is possible to select the appropriate
product (Red circle 3).

4.1

List of existing issues

One important use of PDC Helpdesk is to view a list of open issues.
Especially you should check if any of the issues have the status "Waiting for Customer" since
this means that PDC Support have asked for more information.
You can specify various criteria’s to filter the list of issues. If you specify values in the various
fields on the summary page, these will be used as filtering:
4.1.1 Contact
Here you can select a specific contact as a filter. Select All if you want to see all the issues for
your organization.
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4.1.2 Issue type
Here you can filter among several different types, such as Bug(Errors),question or
Suggestion(Proposal).Select All to see all the issues for your organization.

The Issue types have the following meanings:
Issue:
New problems are usually created with this type until as example it
is determined whether it is a bug in the program, or simply a
misunderstanding that can be resolved with a little explanation.
Inconvenience:
Can be used for reporting a minor disadvantage of the program, but
cannot be considered a genuine bug.
Bug:
Error in the program.
Assistance:
Used for assistance from PDC.
Suggestion:
Can be used to indicate good ideas to PDC.
Question:
Question for the program.
The following types normally used only during a real project, and specifies common
information for the project parties:
Risk:
Can be used to describe and communicate about potential risks to
the project.
Notice:
Can be used for important messages for the project.
Changers Quest:
Used to agree on changes to the already decided parts of a project.
NewRequest:
Can be used to order new features - usually at additional cost.
The Status filter allows you to choose, for example to view open issues(Open)or closed
issues(Closed),or which are waiting for action from either PDC or the customer. Select All to
see all the issues.
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The following are possibilities of status of a single issue:
Waiting for PDC:
PDC working on it, it's PDC's responsibility to return for next step.
Waiting for Customer: PDC are waiting for information from the customer. It is important
to respond as quickly as possible so that PDC can get on with solving the issue.
Closed:
PDC has the answer, and believe the issue is closed. If not, you
should immediately create a new message to PDC, the issue is then
automatically open again.
4.1.3 Priority
Under Priority, you can filter on the priority.

PDC Helpdesk uses the following four issue priorities:
Action is really urgent. It is impossible to use the system until the problem is
resolved.
High:
very important issue. A primary feature of the system is not working.
Medium: Action should be resolved as soon as there is time for it. The problem does not
affect the primary functions of the system, but affect one or more secondary
functions.
Low:
inconvenience, however, has no effect on system functionality.
Urgent:

4.1.4 From Date and To Date
Here you can specify a range by filtration. You will get a list of issues in which there has been
no activity in the given period.

4.1.5 Contains
If you want to search by words or phrases in the file descriptions, you can type them into the
field for "Contains”
4.1.6 Issue ID
If you know the number for issue you are looking for, you can type it into the field Issue ID
and click GO to go directly to the given issue.
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4.1.7 Export to Excel
If you press this button, you can get a copy of the list to Excel.
4.1.8 Show
When you press this button, PDC Helpdesk shows you the issues that match with your
specified search criteria’s.

4.2

Creating a new issue

A new issue is created when you click on the button"New Issue" (red circle 4 in Figure 3). This
gives the page as shown in Figure 4
Please use a new issue for each separate case! So each issue gets its own status and
dialogue. It makes communication, diagnostics and troubleshooting easier.

Figure 4 Creating new Issue

1. You should try to provide a short descriptive title of the issue.
2. There must also be a description of the issue.
The more accurate the description is, the easier it is for PDC Support to find out what
it takes to correct the problem.
3. You can attach one or more files to complement the description (Attachments), for
example screenshots or logs.
4. Sitting with a colleague, you can specify the field "I am". Alternatively, you can select
another person to act as a contact for the issue. When PDC is answering to the issue,
a message is sent to the contact.
5. For Priority, you can select the priority nature you think the issue has.
6. Once you have filled in all the relevant fields of the window, click the button Create
Issue.
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Then generated page is shown in Figure 6. It shows the information which is stored for the
Issue. In addition, you will receive a notification email from PDC Helpdesk.

Figure 6 A page for a newly created issue.

During the processing of the Issue, there will be communication back and forth. All messages
are saved and it can later be viewed what the status, priority, etc. was at the given time.
Messages to PDC is marked in grey, and messages to customer is marked in white.

Figure 7 Issue with follow-ups.

4.3

Follow-up on an issue, and e-mail notifications

When PDC support is replying to an issue or asking you for additional information, they
create a new message in PDC Helpdesk. This message is also sent as a notification to your
email address in an HTML-formatted e-mail, see Figure 8:
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Figure 8 E-mail from Helpdesk.

You can reply to this email if you have any further information about issue.
However, if you need to change the priority of the issue or if you want to see the whole
history of the issue, then you need to go into the PDC Helpdesk, for example by clicking on
the link in the issue number in the email.

4.4

Creating a new message

Both you and your colleagues may at any time create a new message inside PDC Helpdesk by clicking
on the "New Message" button, as shown in Figure 7
The result will be a new page as shown below in Figure 9 This corresponds to the creation of
new issue as shown in Figure 4 with the following exceptions:
1. The issue already exists and has already a number and a title.
2. You have the ability to close the issue if you think the problem is resolved or otherwise
satisfactorily addressed. In that issue, put check mark in "Close."
3. You can see at the bottom a history of all past messages.
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Figure 9 Creating a new message for an existing issue.

5

Personal Data

Under the personal data you have the opportunity to correct the data PDC Helpdesk hold
about you:

Figure 10 Changing your "Personal Data".
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6

My Preferences

Under this menu entry, you have the opportunity to specify some options:

Figure 11 Dialogue with My Preferences.

Language: Here you can choose the language you want for menus and titles of buttons etc.
Note: PDC support understands typically only Danish and English.
Table Style: Allows you to specify whether the issue list should be a plain HTML table, or if you
want a more advanced table tool, which further can group, sort, filter, etc.
Message Editor: As default is used a simple plain editor for the descriptions. But if you want
to specify formatting, insert images, links, etc. in the descriptions, you can choose to use an
advanced HTML editor (CKEdit).
"Send notification copy to myself" Is this marked, PDC Helpdesk will also send a notification
e-mail to yourself when you create a new message in PDC Helpdesk .
Visibility of special columns: Allows you to select additional columns to the file list. These
columns will vary from customer to customer, and can be used for further insight into the
status of issues. This is usually for active Projects with PDC.

6.1

Interactive table

Have you under the preferences selected table style to be interactive table, you get a
somewhat more elaborate list of issues where you have more options to filter, sort and
group. This will usually only be useful for large projects and long-term project in which there
may be many issues along the way, and many people involved:
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Figure 12 Interactive tabel

The interactive table has a number of additional facilities:
Selecting columns: Click the "Columns "and select which columns you want to display.
Grouping: Click the column heading and drag it into the grouping area.
Ungroup: Drag the grouping field back into a column.
Sorting: Clicking on the desired column header changes the sorting.
Filtering: Enter some text in the box under the column heading, and you get fewer results.

6.2

Rich Text Editor

Have you under preferences selected CKEdit, it can provide detailed formatting options for
descriptions of actions and messages. It will also be possible to use different fonts, tables,
links, embedded images, etc.
Normally it would not be necessary to format messages in PDC Helpdesk, plain text should normally
be sufficient.
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Figure 13 Rich Text Editor.

7

Clip Cards

If you click on the tab ClipCard, and if you have purchased a ClipCard for support from PDC, you
can get an overview for this within a given period.
Unless there is a special contract with PDC, support will be charged to the ClipCard. Minor changes
(change or feature requests) can also be paid from the ClipCard.
The overview is like an account statement from your bank: it shows current balances and
movements within a given period. If your balance goes into deficit, it will be shown in red,
and you must contact the PDC to buy a new voucher:
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Figure 14 Summary of changes in vouchers in a given period.

8

Knowledge Base (knowledge base of known issues)

Under the Knowledge Base menu, you can get a list of known issues in a given version of the
product.
If you have created an issue for a given problem, you can see your Issue number, the problem
relates to. You also have the opportunity to see if the problem can be solved by upgrading to a
new version of the product.
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Figure 15 Overview of known issues in a given version

9

Release Notes

For some of PDC's products; Release Notes available via PDC Helpdesk. It allows you to see
exactly what improvements there can be, by going from your own version of a product to a
new update. Moreover it can be seen which of your own reported issues, the upgrade solves.
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Figure 16 Release notes
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