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Email2DB

Email2DB

About Email2DB

Email2DB is an off-the-shelf third-party email parsing tool that is used in conjunction with Autotask's Add Ticket
Email Service (ATES) to automatically create Autotask tickets from email messages.

Before you can set up Email2DB to create tickets in Autotask, you must set up the Add Ticket Email Service in
Autotask. For more information on ATES, refer to Add Ticket Email Service (ATES).

In this chapter, we provide instructions for creating a system that will accept incoming emails to any Inbox and
will automatically convert them to tickets in the Autotask system.

For all technical support related to the Email2DB product, contact email2db@parker-software.com. For any
issues related to tickets not being created once setup is done in Email2DB contact Autotask Customer Support.

Configuration Steps

To set up Email2DB:
o Enable and set up Add Ticket Email Service in Autotask. See Add Ticket Email Service (ATES).
o Purchase, download and install Email2DB. See "Downloading and Installing Email2DB" on page 4.

o Identify the mail server Email2DB will use to forward processed emails to Add Ticket Email Services.
See "Selecting the Mail Server to Use" on page 7.

o Select the Inbox Folder Email2DB will monitor for tickets to forward to Add Ticket Email Services. See
"Selecting the Folder Email2DB Will Monitor" on page 9.

o Create a trigger for emails to be forwarded to ATES, and configure the email to add the XML token that
allows ATES to convert it to a new ticket. See "Configuring the Email Sent to ATES" on page 12.

« Finally, create an additional trigger to identify emails that are replies to already existing tickets, so they
are converted to a Note and attached to the existing ticket, instead of creating a duplicate one. See
"Configuring Replies to Existing Tickets" on page 17.
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Downloading and Installing Email2DB

Downloading and Installing Email2DB

To purchase, download and install Email2DB, do the following:

1.
2.

Go to www.email2db.com. Select Purchase > Buy Email2DB on the top menu.

Select Email2DB Professional Edition, ensure the quantities for all other options are set to "-" and

click Order Now.

Complete the purchase information and payment options.

Once you have purchased the product, you will get an email link to download the product. When starting

the download, click Run:

File Download - Secunty Waming =
Do pou want to run o save this file?

l 1l Name: Email2DB20.exe
L ) Type: Application, 39.4MB
From:  parkersoftfileburst.com

| R || Save | [ Coxe
‘wihile fles from the Intemmet can be usaful, thes s type can

; pobentially hatm pour compauer, If you do not et the source, do not
- run of save this softwase. \what's the nsk?

IMPORTANT NOTE: We recommend installing Email2DB on a computer (such as your Exchange server) that
does NOT get turned off accidentally. The Email2DB program must be left running at all times. If the
Email2DB host computer is turned off, incoming emails will not be processed and ticket creation will be
delayed.

4. On the next step, make sure you uncheck (clear) the Close this dialog box when download com-

pletes checkbox:

6% of Email2DB20.ex¢ from parkersoftfileburstco.. | o | @ || 22 |

¢

Email2DB20.exe from parkersoft.fileburst.com

_—

E stimatesd time baft 1 min 1 sec (2. 46MB of 33.4MB copied)
Drowmload to: T empeoiany Foldas

Trangfer rabe: B614KB/Sec

[] Clase this dishog boot when download complstes

]
-]
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Downloading and Installing Email2DB

5. Ifyou get a security warning like the one below, click Run a second time.

Internet Explorer - Security Waming =
Do you want to run this software?
= Name: EmaiiDE Yersion 200

]
L Publther: Parker Soltware Limited

[ ] More options | mn || oontrn |

while files From the Internet can be useful, this File bype can potentially harm
your compauter. Onby run softwane from publshers you trust, Wiat's the risk?

6. When the download is complete, the Installation Wizard will open. Click Next on all steps of the Instal-
lation wizard and agree to the license agreement. Complete the Product Registration page and complete
the Installation Wizard.

7. Click Run Email2DB now.

8. Enter the serial number you obtained when you bought the software.

[El EmaiizDE Registration Wizard

E{TI || 2 Emnllznn Registration Wizard
i E'rm'd weill el youl o register your copy of

Flaase enter the Serial Mumber you received when you ordered Emad 2DE o enter your
Evaluation serial numbser,

Your Serial Number ;

To order go to:
bt f o email-2-db.com forder. htm

< Prev I Mext > | | Cancel ]

Then click Next.

9. The Email2DB Configure Database Wizard opens.

Page 5 of 26



Downloading and Installing Email2DB

fD Create Database

Welcome To The Email2D8 Configure Database Wizard

Use this wizard to setup your Emal 208 Cheded Messages
database,

How weould you e Emad 208 to store it's database of Chedoed Messages and Scheduled
Cutgoing Messages?:

(¥} Use The Email208 Built-In Database Engine

(CUse An External Database Server (SOL Sarver, MSDE or MySOL)

Emal 208 uses a database to store each emad that it recenves, Ths ensures that the same
emad is not chedaed and processed twice.

[ hext> ][ coxn ]

Leave the default selection as is and click Next and Finish.

The next step is to identify the mail server Email2DB will use to forward messages to Add Ticket Email Service.
See "Selecting the Mail Server to Use" on page 7.

If you are upgrading from version 2:

1. SelectFile > email2DB server configuration.

52 Email 206 Server Conl iguration Manager
CVEMAIIZDBEED “mtnres® s i
| Configure Message Shore Datsbase

Configure EmaloD8 Roles For This Computar

Configurs Adeiristrator BoChent Acceds |

It Aot S Trgers
Bigrate Virsion 2 Sethings Cronbating
& Message Store -
Emaltl Service (furning) oD
Edge Server (Running) >0
Meccage Processor Server (Funning) | 'ﬂ
Mal Server (Running) &0

_ v | _om |

1. Then choose Migrate Version 2 Settings & Message Store. A wizard will open.

2. Click Start to import settings.
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Selecting the Mail Server to Use

Selecting the Mail Server to Use

Email2DB has a built-in mail server, but if your company already has a mail server set up, you will want to use
this external mail server to send the emails Email2DB processes to addticket@autotask.net, where the Auto-
task Add Ticket Email Service (ATES) will pick them up and convert them to tickets.

To select your existing mail server, do the following:
1. Open Email2DB Administrator.

2. Click File in the top left corner of the Administrator window and select Program Options.

€ Comnict To Remote DmsddDB Sarv . Prograen Dptiens Mad Servar Dptiors T
- I e n o\ PARKER Software
5 imgart Avcounty -
EmailZ2DE Evaluation Edition (Enterprise]
T o
; Check for LipSates  Sucoort & Fris Logrades Untk: Servie Pack Humber: 3581
Lt Surdlay, January 2, 212
= a " P : : ~ i Cagrymaht [ 20042011 Pariy Sofwiane L. All igh desarved
. EmaizDd ek g Ta Purchase Arrual Sugpert Thet Prdiet 3 Lctraed Tac
Exienid Support Feriod.. AT Aegerd
Pracid

e Wb Sle
-

Wigil Fofums Terwes Pam
& sif thi Emnait208 fonamss B gos! quisbans and gid ProgramDets Parker Softwane \Emal 0

3. Enter the email address of the Email2DB administrator in the General tab.
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Selecting the Mail Server to Use

Genaral IMW]F&S&W'M|IW|W|

fudrrinistrator Emad Address: I_,wtmcm

Def st Friom Address: Iuﬂmr@ﬂmk.cm Saned Taisk
Wb Servioes URL: [pite: h-qa-peachil fEmatzng] Test |
[# Sang Dy Ackivity Log

¥ Send Emad To Aderanistystor When Trigaer Errors Qccur]
[ Delete Mesrages From The Mescage Store After [ =2 paws
™ Draste Lo Entries After ﬁ =] Daye

™ vabdabe Recpisnts Before Sending Dubgoing Emals

Email2DB is now configured to use your existing mail server. The next step is to select the folder Email2DB will
monitor. See "Selecting the Folder Email2DB Will Monitor" on page 9.
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Selecting the Folder Email2DB Will Monitor

Selecting the Folder Email2DB Will Monitor

In this step you will set up Email2DB to read and process emails from a specific mailbox. The emails in this
folder will be forwarded to addticket@autotask.net and converted to tickets.

NOTE: If you want Email2DB to monitor more than one email address, you must set up a separate account for
each address.

To select the folder Email2DB will monitor:

1. If notalready open, open the Email2DB Administrator main screen.

Hi@am- Emsd20E Enterprise Edtion =gl
Accounks 8 Tiggers | Usérs Servioe (Running) @ Theme [
1+ Ll A | X Delete % @L % El T Suppoet Forum 9
e .H-.;i-dpl- ﬂ px ] Ed::khd Help: et Professional
L} Proparties: Wi Profes Wi Wi My
Lewel | Rooount ChDEable | pessages Messages  Mescages oF Submit Suppert Ticket | Sarvices
Woter Fuction Massage Sore Helpy
Tasks 2| Accounts
1 Add Account IF E ‘E
75, Delste This Account . -
Bukok k] Kasaya
| etails Tickadtiva)
Autotask
2 Triggers
Tichak Riagsbe
Autotask Ticket Crestion
[ service Log Al R
Connected To EmsitiD On https:/[127.0.0.1:8855] (3.0.1042) 2l Tf20[2002 @

2. Inthe Tasks menu on the left pane, select Add Account. The Message Retrieval Account Setup
window opens.
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Selecting the Folder Email2DB Will Monitor

AN

Ci@sos Emal208 Enterprise Edtion = B 8
Acoounts & Triggers | Users  Service (Runcing) @ Thems ~
" ¥ Dolete ; : T Suppoet Forum 9

\-t*’ % E B Ersbie '& % % & uve chat

Lp Add  Properties Views Processed Yiew Scheculed | Wiew My Help Professional

Level | Account {2} Disable Ha&iu;:; Massages  Mescages & Submét Suppeet Tickst | Sarvices

Woter Fuction Massage Sore Helpy

Tasks 3 | Accounts

x i WPk sk [N
| etails Tickadtiva)

Autotask

2 Triggers

Ticksk Rephes

Autiotask Tickst Creation
[ @ sevceioo AR
Conneched To EmaizDe On https: {127,000, 1 55655 {3.0,1042) Zhems  7j0j012 @R

In the Name field, enter Autotask.

Click Define Schedule and set the "Check For New Messages Every" interval to 1 Minute.

Leave the Enabled check box checked.

Next, click Get via email button, then click the IMAP/Exchange Server tab. Select the Read
Emails from an IMAP or Exchange Server check box.
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Selecting the Folder Email2DB Will Monitor

-

T N Emal2DE Erderprise Ediin o B 8
“ Bocourti B Triggers | Upers  Sarvice (Runrieg) T Theme * |l

FoR_ B eallsHAXao O

& Lo Chat

Acoourk | GetWis Recstes  File  Datsbes WebPage RSS5 Testber Nebwork  Savw  Cancel isip Professians
Settings | Emal Vi SMIP Pidap  Pul Loshio Lochp Feed | Users o Sbenk Sugpert Tedet | Sarces
Acoounk B Mestage Retrievl Options e Heip |
Tasks # New Account B x
£ A Aot o
5 Dot Thes Account e [ R Emads From An IHAP Server
Dt it Etwme | M Setings
Aukodavk [PaE Serven- I
2 Triggers IMAP Port Humber: | H3E [~ Saree Raguires Ercrypbed Connection ($5L)
Tkt Rephes
Pacgword: I Conewt I
Check Folder: I Thaan M Tia Fokior:
I Dbstn Procesind Messages [+ Mark, As Saen
I (Deliete 4 Checked Messages
™ Uipe Server Ganerabed Message ID's
Acoounks | L0 New Account X
[ servne g L1 .;m (el '.
Conmected To EnslZ On hitps:d[127. 0.0 L 58555/ (30.1042) Zhems  TIENIIZ g
S El

7. Enter your Exchange Server Name or IP address in the IMAP Server field and update the IMAP Port
Number as necessary.

8. Enter your Exchange Logon User Name and Password, then click Connect. This should bring up
all the folders for that mail account.

9. Select the folder that contains the emails you want Email2DB to process.

10. Optionally, select the check box for "Then Move to Folder" and select a folder to which Email2DB will
move the messages after processing.

NOTE: If you have problems when trying to connect, refer to Email2DB's documentation or contact
your Network Administrator.

You have now selected the mail server Email2DB will use, and selected the mail folder that will be monitored.

The next step is to configure the email that will be sent to Add Ticket Email Service. Refer to "Configuring the
Email Sent to ATES" on page 12.
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Configuring the Email Sent to ATES

Configuring the Email Sent to ATES

Once you have downloaded and installed Email2DB, selected the mail server you will use and identified the
Inbox you want to monitor, you must specify how messages in this inbox will be processed. Different message
types can be handled differently by configuring different triggers.

There are two types of messages:

A completely new issue that has not been tracked in an Autotask ticket yet

In this case, you want Email2DB to create an Autotask ticket, that is, identify a new issue, add the XML
token, and forward the ticket to "addticket@autotask.net". For details, see "Configuring Email2DB to
Create New Tickets" on page 12, below.

An email that refers to a previous message for which a ticket has already been created in Autotask.

In this case, you want to avoid creating a duplicate ticket. Instead, you want Email2DB to attach the
reply email to the original ticket as a note. Refer to "Configuring Replies to Existing Tickets" in the
Email2DB documentation.

Configuring Email2DB to Create New Tickets

In the following steps, you will do the following:

Configure the trigger for Autotask ticket creation. By default, all emails received in the Inbox specified in
the Read Email Messages tab will be parsed and sent to ATES for conversion to a ticket.

Specify which fields will be extracted and passed to ATES and the Autotask ticket. This includes the
From Email Address, Subject and the Email Body.

Append the XML token to the email body.

Optionally, send a confirmation email to the customer informing them the ticket has been created.

Configuration Steps

1.

2.

On the Email2DB main screen, double-click on the Autotask icon in the Accounts pane.

On the left "Autotask" pane, click Add Trigger. The Account Trigger window opens on the General
tab.
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Configuring the Email Sent to ATES

3. Inthe Name field, enter "Autotask Ticket Creation".

TIP: The default settings on this screen will parse every email that is received in the inbox that was
setup in "Selecting the Folder Email2DB Will Monitor" in the Email2DB documentation. This is the setup
we recommend, but the Trigger can be configured to only send emails to the Add Ticket Email Service
when certain criteria are met in the original email. Enter any filtering criteria in the From Address
(es), Received Since, Importance, Sensitivity, and Message Contains fields.

4. Click Trigger Actions.
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Configuring the Email Sent to ATES

| (23 Save To. *g:;:ﬂ . x H ;mn .
y Subk Spport Ticket

“EMM MWH
San

o Dbl Chck or g Saction Here ToCreste

5. Under Send Emails select the Send New Emails checkbox and then select Add. A window will open
that lets you construct the new email that is sent to addticket@autotask.net.
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|f@} -, v Message Body - B X
Bl Gereral E
B o e L@ %
Save - Spelng 0 Request Resd Recsipt Add Add HTML  Scheduled Condibonal
Message || (i) Paste Attachment Incomey | Format | Send Sered
|| Save Edit Proofing Opbiong Attacheents MEsEage
Ficlds: 3 X Hessages
23 Bultin Al from:
m bodyt orom. SUEEOr |y Compan . OO
% Wermag_hitmi % T adciticket Bautotask.net
g to%e r
T g _from% e
T g _fromnamets focz
T %eersg_fromps r
3 e Bubect | mimeg_pubject®:
] vimsg_datess Piain Text Body:
Bady:
0@ g _ber™ .
0] g _mijects inag bt
0@ Yeresg_uid% .
@] %iemsg_replyio% ::I‘E-mdﬂ-: be e
T Siensg_retum-paths D nomes"abcoompany. com )
3 = . <P namsw"kTRIWNDEnd I TWAL FORZ Chikmm™ /2
Hartiag_Mmessaged <Email name="§ Lromd™/»
0] g _hesdersty {E:::u.cc‘;:u-ﬁg;q :mr.u.ﬂ'f}
] *emsg_mimetextte </ hatotasky> -
1] *emsg_geodty%s
T “eersg_oeocountry®
% TeSg_OEOOr QAN ALY,
et )
T %time % o )
—————

Double-click the Built In folder in the Fields pane on the left side of the page . This will display a list of
all the fields that can be extracted from an email.

Delete the From: address and enter your Helpdesk email address (such as sup-
port@yourcompany.com).

. Inthe To: field, enter addticket@autotask.net.

. Inthe Fields pane, select the %omsg_subject% field and drag to the Subject field.
. Select the %omsg_body%o and drag it to the Plain Text Body field.

Now enter the following XML information under %omsg_body%:

<Autotask>

<ID name="abccompany.com"/>

<PW name="kTRiwMDtnd9TwAIFOR2Chw=="/>

<Email name="%msg from%"/>

<Contact name="$%msg fromname%"/>

</Autotask>

Replace the sample content for the ID and PW variables with your Add Ticket Email Services (ATES)
Provider ID and your Provider Password. You can find these in Autotask in Admin > Auto-
taskExtend > Tools > Add Ticket Email Service.
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13.

14,

15.

16.
17.

THIS STEP IS REQUIRED. Emails forwarded to addticket@autotask.net cannot be converted to tickets in
the Autotask database unless you provide the correct company ID and Password for authentication.

NOTE: The XML information sample above includes the Contact name tag <Contact name="%msg_
fromname%"/> which is required if you want the Autotask Web Service to add a new contact to Auto-
task if no matching contact is found. If the Contact name tag is not included and the From email
address is not in your Autotask database, a new contact is created with the lastname, firstname of
"Unknown, Unknown".

If you would like to include attachments with the email to add ticket, depress the Add Incoming but-
ton located in the top bar. All attachment types that are supported within Autotask can be added to the
ticket.

Click Save Message on the left hand side of this screen. Click OK on the next screen. You will get a
prompt that asks you to confirm that you did not specify any trigger conditions (that s, you want to con-
vert all emails into tickets). Click Yes.

On the next prompt, confirm that you want to enable this trigger now. Your trigger is now enabled.

You should be returned to the Email2DB main screen Accounts and Triggers tab. If not return to that
screen. In the left pane menu below the Delete Trigger option, locate the "Run Test" option.

Click "Run Test" to verify that the newly created trigger is configured correctly.

On the Email2DB main screen, click the Service tab. If the Start All option is grayed out, the Service is
running. If not, click Start All to start the service.

Accounks & Triggers Isers | Service (Running) |

(=t Edge Server Running '; Mail Server Running
Ao 44 Message Processor Running ﬂ IMAP Server Stopped .
unning i a
Cuery Server Running POP3 Server Stopped ,
Main Server Edage Services Cther Services

You will see the Email2DB icon in your system tray indicating that the service is running.

NOTE: This service must be kept running in order to process incoming emails.

EEEFO 7w, Ok f 5:01PM

When you have completed these steps, the emails that reach your designated Inbox are now forwarded to
ATES with the correct XML tag that allows Add Ticket Email Service to convert them to a ticket in your Autotask
database.

TIP: To notify the customer contact once the ticket is created, you can set up automated workflow rules in
Autotask. For information on how to set up workflow rules, refer to Setting Workflow Rules and Notifications.

Next, you must create a separate trigger for emails that reach your Inbox that are replies to existing tickets.
See "Configuring Replies to Existing Tickets" in the Email2DB documentation.
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Configuring Replies to Existing Tickets

The second type of email that needs to be handled by Email2DB is a customer reply to an existing ticket.

Example: The original customer email reported an error message in a software application you are sup-
porting. Email2DB processed the message and forwarded it to ATES, where it was converted to a ticket. A tech-
nician picked it up, and asked the customer via a ticket notification to submit a screen shot of the error
message. The client replies to the email.

In this scenario, you do not want Email2DB to create a duplicate ticket. Instead, you want the client's reply
email to be attached as a ticket note to the original ticket.

The steps below outline how to convert replies to Notes instead of duplicate tickets.

Configuration Steps in Autotask

These steps require a System Administrator's license.

First, enable the Duplicate Ticket Handling workflow policy.

NOTE: All duplicate ticket handling specifications apply to both Add Ticket Email Service and the Web Services
API.

1. Goto Admin > Service Desk > Workflow Policies and locate the workflow policy under Service

Desk.

Hsee | & concel

Workflow Policy Name Waorkflow Policy Setting

Alow Rescurce to Modfy Role =

Alow users with CRM access bo oreate, edit, and delete to-dos for other resources in

Dispatchers Worlshop

Alow users with Service Desk access to ceabe, edit, and delete apponitments for

other resources in Dispatcher’s Workshop

Abow users with Service Desk access to see, edit, and schedule project tasis in

Dispatcher’s Warishop

Alow users without Service Desk access to oeate, edt, and delete tidket coslts =

Configure service deskc tidket due date and due tme defaults Offeet Ticket Due Date by 2 Day(s), Defau
[k here tp ecit]

Duplicate Ticket Handing (Add Tidet E-Mall Service and Autotask Web Services) WW

“Eribiie Service LEvel Ay eermint management 3] o

Misage Viomerage Defauts (aopbes to Service Desk Ticket Costs and Project Costs)  Disabled [ghok here to edid]

Profibit time aniry on Saraoe desi Bokets whose stabs & Compiets D

2. Selectclick here to edit to open the Duplicate Ticket Handling window.
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: Duplicate licket Handling -- Webpage [halog

Duplicate Ticket Handlng
| 5ave and Close £3 Cancel

Pease tell us how your organization defines and trests duplicate tickets. The opliors on this soreen pertain o tidets
created via the Add Ticket E-Mall Service and the Autotask Web Services APL

Duplicate Tecket Defnition

My crganization defines & duplcate Boet as:

| 2] sy scket with the same tidket rumber as an existing ket |
[C] Any ticket with the same alert ED a5 an existing ficket

[ B tociomt wwith ths savmes extennal okat 1D a8 & sxssting Sooet

Any tckat with the same title and irstalled product & & ticket }
Dmmmmunﬂlﬂ: —

days
O Lﬁ%h“ihuamthlhﬂmm [ ﬂl‘l"li |' ]_l mm
[[] Ay tacket with the same installed product as a Boet that has davs l
been oeated in the last:

Duplicate Ticket Action
When & duplicate Boket i identfed:

(%) Attach the matching Bdoet a5 a nate to the existing tidost
iﬂeﬁgqmmnmunfwu*.m ote Added

IF the existing boet has a stakus other than "Complete”, | -
Emmmuu: Mate Added =

() Ipnore the matching Booet (take no acton)

3. Select Any ticket with the same ticket number as an existing ticket.

4. Under Duplicate Ticket Action, select Attach the matching ticket note to the existing
ticket. You also have the option to change the ticket status when a note is added.

5. Click Save and Close.

6. Optionally, the Add Ticket Email Service can generate automatic notification to specified recip-

ients, including your Helpdesk email address, when a ticket is created and/or if ticket creation fails. For
details see Add Ticket Email Service (ATES).

TIP: If ticket creation fails, you can retrieve the original email from the "Processed" folder in
Email2DB.

Configuration Steps in Email2DB

Adding the Ticket Replies Trigger

In "Configuring the Email Sent to ATES" on page 12, we set up the trigger that converts incoming emails into

new Autotask tickets. Now, we need to add a separate trigger that will process emails that are replies to exist-
ing tickets differently from new emails.

To add the second trigger, do the following:
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Configuring Replies to Existing Tickets

1. Open Email2DB Administrator, if not already open.
2. Double-click on the Autotask icon in the Accounts pane.

3. Inthe left Autotask navigation pane, click Add Trigger. The Account trigger popup opens.

Mew Trigger For Autotask 8 x

g e |

Condbions:

Separate multiple addresses with ; Use wikdcards IF required (g *@myske.com)
From Addressles): |=

Recetved Since: sz x|
N
Sensiivity: oy =

Message Contains: SubjectLine | Contains  any | OF These Words Or Phrases: (widcards alowed)

Contains

ulmlm-_-hju £

*’

;?
:

1. Inthe Name field, enter Ticket Replies.

2. Continue to the Message Contains section. "Message Contains" filters the messages that you want
this trigger to act on.

3. Click the Subject Line button to change it to Subject/Body.

4. Click into Line 1 and enter RE:. Filtering by this text will identify incoming emails that are replies to
existing tickets.

NOTE: If RE is not your email identifier for a reply (as in New Zealand), substitute RE: with your term.

5. Under After This Trigger Has Processed A Message, make sure that Stop Processing Fur-
ther Triggers is selected so that no duplicate ticket is created.

Creating a Field to Extract the Ticket Number to

NOTE: Each company's system is unique and therefore your Email2DB extraction rules may vary from the gen-
eral configurations presented here. For questions specific to Email2DB configuration, contact Parker Software
support at email2db@parker-software.com

The next step is to find the original ticket number in the reply email and create an Email2DB field to extract it to.
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Configuring Replies to Existing Tickets

1. Click onthe Field Extraction tab.
2. Click the Add Field button. The Field popup opens.

3. Inthe Name field, enter Ticket Number.

[ Fietd =
[ : ) Find & Extrasct Helper
General m-nm[nm[mm&u]tmru _ Paste & copy of the meszage hene for help with extracting fields:
T .
Mame: | Ticket Number || Enabled
dafdadsfesdfasdiesdida -
@ Find Fiedd

T20090715.0321. 333
[7] start From Last Extract Point (Otherwise start from baginning)
. ————Qriginal Measage—-—-
| Check Subject Ling Qnly

From: SupportfAutotask.com [mailes:SupporcBAutotask.

[] Case Sansitve Sent: Friday, March 25, 2011 11:45 RM
To: Tom Teta
Is Repeatng SHock Subjece: Ticker Hote Created: T20110314.0255 - API -
Lok For (use regular expressions if required): Addicisnal message:
TE0-5] [9-5] [0-5] [0-51£0-5] [0-5] [0-5] [0-50, £0-5] [0-5] [0-5] [0-5] [ 0-5] = Tom - maybe we should check with Eric the LiveMobile
Theen Look For {ophonal):

Extract Buit-In Field

[ semsg_body -

| Aiegular Expressons Help |

[omowm] o [ oms ) ] |

4. Under Find Field, Check Subject Line Only should be the only box checked.

On the right side of the Field popup, you will see the Find & Extract Helper, which helps you find spe-
cific data in the email.

5. Open your Outlook Inbox and find any email that was a reply to an Autotask ticket. Copy the Subject of
the email and paste it into the Subject line of the Find &Extract Helper.

6. Then, copy the body of that email, and paste it into the field under the Subject.

7. Inthe Look For field on the left, enter T[0-9][0-9][0-9][0-9][0-9][0-9][0-9][0-9]\.[0-9][0-9]
[0-9][0-9][\.0-9]*

NOTE: This trigger is set to accommodate Autotask's Recurring Service Tickets, which have additional
digits at the end. We recommend that you use this trigger to configure your system in case that the
incoming email a response to a recurring service ticket.

8. Now click the Extract Data tab to find the end point.
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1 Field

| General | Extract Dwts | Atbibutes | Datsbase Field | Pass To

Excbract Drata

() Unkdl Ened OF Line
(Chunki End OF Message
(Zrunkd Ay OF These Characters
() Unitd These Characters

(2 Unkil These Marry Charackers
(Crunkd End Tag

(%) Usa The Find Mask

| Chean and Trim Eanks
Reermore First: Qpad  Charscters
Rearmorys Last: g Characters

Fiokd Type: Skring :]
[CJEstract Scrigt

™ Ue Ehe Extract Seripk b Fine bune
FE | how Emadz0e wil extract and format

this Field

Sarve B Megy [ oK |I Cancel

Fired B Exctract Helper
Paste & copy of the mescags here For help vith sotracting fields:
FE: T20091124.024]1 - Customer unable ©To 1NPOET ACCOURT

now working. We are yet looking into the two factor

FAgE==—==
orask, col [Eailte: SupporclAucotask, com]
emher 30, 2009 1:41 PH

4.0241 - Cusromer unable To iRpOXE Accounts
ickee:T20091124. 0241

the ticket:

back from you since my last email. I have copied it

W thimg2 that are amuck with the sheet. Firac, the £

| « >

9. Select Use the Find Mask. If the ticket number in the Subject field is highlighted in blue, your settings

are correct.

10. Un-check the Clean and Trim Blanks selection.

11. Click OK to save this extraction.

Extracting the Reply Body into a Field

The next step will extract from the reply email only the customer's response to your original email. This is to
shorten the Note that is being added to your existing ticket and avoid duplication.

1. On the Field Extraction tab of the Account Trigger window, click Add Field to add the second field.

2. Inthe Name field, enter ReplyBody.

3. Under Find Field, only one check box, Start From Last Extract Point, should be selected.
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@ Field
Genersl | Extract Data | Attributes | Datsbhass Fied | Pass To|

d Meme paphfody [#] Enabied

(&)Fird Fiedd

[#] ket From Last Extract Poink (Othervise stark from beginningh
[l check Subject Line onty

[ gase Sersitive

15 Repeating Block

Lok For (use regular expressions if required):

-

Thetgy Look Far {optional):

(DY Exkract Bask-In Fiedd

ommsg_hemie ~|
[ Reguar Expressions Hel |
Save & New ok || coxa || Heb

&

Fined & Extrack Helper
Paste & copy of the mescage hare for help with extracting Felds:
FE: T20031124.024]1 - Customer unable to imporct account

IT"5 WORKING!!!1!

-----Oziginal Message-----
From: SupporcBhucorask.com
Sent: Monday, Hovember 30,

[mailra:Supporcfiucorask,
2009 1:41 PH

Type an Asterisk into the Look For field. Leave Then Look For field blank.

Click the Extract Data tab. The Extract Data tab is used to find the end point.

Check Until These Characters and enter From:. The email body above the From line should now

be highlighted.

Clear (un-check) the Clean and Trim Blanks option.

@ Field

| Ganersl | Extract Data | attributes | Datahase Fisld | Pass To

Extrack Dsts
() Ut End OF Line:
(Uil End OF Miszage
(2 Ukl dvy OF Thess Charscters
(%) Uil Thesa Characters
) Ut These Many Characters
{2 Uridl End Tag
() Lze The Fired Mack

Froen:

[ Clean and Trim Blanks
Bemove First:
Remows Last:
Fiedd Type:
[Clestract Scrict

0 Characters
o) Characters

stieg v

Lk th Escirasch Serigh bo Fires bune
becr Emal2D8 wall extract snd format
this Field.

Save & New [ o |[ coma |[ me

&

Fired B Extract Helper

 Paste & copry of the message here For el with sxtracting fekds:

BE: T20091124.024] - Customer wunable to import account
IT'S WORKING!!!!!

—--—-Original Hessage---——-
From: Supporcfiucorask.com [mailvo:Supporcfiucocask.
Sent: Honday, Hovember 30, 2009 1l:41 FH

| I >
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8. Click OK.

Configuring the Email Sent to Autotask Add Ticket Email Service

The next step is to configure the portion of the reply email that is forwarded to ATES and converted to a ticket
Note on the existing ticket.

1. Onthe Ticket Replies Account Trigger window, select the Additional Actions tab.

-

-
[ = Nk EmalZD8 Ent erpeee Ediion o @ 3
n Aooonts B Trgoers Lkers Servioe (Running) o ﬂ‘ll—t'g.
3 :a -* [ Schenchie ﬁ.htm-ﬁclm H x nl T Suppent Fonam
nigger  Extracted | Trigger et L4 o 5;“: Coroel M EI.HE':M
oy
Cordbnrs  Fukds  Aetiors| [Mebes  aogien (BN — & fubmk Support Ticket
Frigger Settings Erigeer Actions Sy telp |
Autotask ? | New Trigger For Autotask X
4 Accounk Proparties S Data = a 3 Bt ' ’
ol A Trgger [ Updaie & Database - Dwect T T Send Pepup Message e bt
P Dt Trigner [ uodste & Dukabase - Cushom
B Pun with  Updte C9YFle
1 ES Updste Bl Pl
0] pdate Cutiook Contact
WTMM I Uodate Metsaoe Store Toker
B Dutgorg Heseages:
() Fumlde o Sered Exadl
) Send SMS Messags
15 Send Appointment
b ek For valdston —
{ef Forveard Origred Message
& Erhunge Sereer
H O
§ SharePont
# Windows Anure
2 Atschieris
L Process Mitachments
= Reporting
B Pk Messaon
*.Fm.ﬁﬂm:
[y Send A Faa
S Wb :l
Trigryers Fer ACcount: Pubobael ool P Trigeer For totah. X0
| B servicn1eg [ e

umummm;ﬂmnu.:m:mma 2 Mot TEM2Ed2 "l J
Under Send Emails select the Send New Emails checkbox and then select Add. A window will open
that lets you construct the email that is sent to addticket@autotask.net when an email is identified as a
reply.
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N o v &> W

2 B Al B | RN i~
HTML Conditonal

Mesiage Attachment Incoming | Format Send Send
|| Save Edt || Proofing Optons Attacheents MESEage
Fickds 3 X Messages
o Feids Al Erom:
T wTickets % Crom: support Bautokask. com
0] wReplyBody™ Lo addtichet Sautotask.net
il Bt In = r
0] “erresg_body™% =
T %eresg_hitmits ez
I %esg_to's r
1] msg_froms Bt [nag_sbjectsh
@ *wermg_fromname s Plin Teoct Bodh:
T Seeresg_fromiphe .
7] Semeg_cct $EeplyBedyh
% "j:i“ <RuroTasks
T s _bec <10 pe=e="RIES usermamehere"™/>
1 Wﬁl% <PW name="RTES P hers™ >
Verrsg LR r— 2 Sromi™is
0] sy repytnts I<I.1-:xe::|ﬁ:mer}!1'1:ker Hl::b!:quf'.c'-uc!l‘.u:her}l
% Semsg_return-pathie T EatoCEsLy
g _messagedty
T “eersg_headers®
T eeresg_memetent™
e (2|
T e oeacountvih 5 - -

NOTE: In the Fields folder, you will see the TicketNumber and ReplyBody fields you created in the pre-
vious 2 steps.

Double-click on the Built In folder in the Fields pane on the left side of the page. This will display a list
of all the fields that can be extracted from an email.

Delete the From: address and enter your Helpdesk email address (such as support@autotask.com).

In the To: field, enter addticket@autotask.net.

Select the %omsg_subject% field and drag to the Subject field.
Select the % Reply Body%b and drag it to the Plain Text Body field.
Now enter the following XML information under %oReplyBody%bo:
<Autotask>

<ID name="ATES usernamehere"/>

<PW name="ATES PW here"/>

<Email Name="%msg from%"/>

<TicketNumber>%Ticket Number%</TicketNumber>

</Autotask>

Replace the sample content for the ID and PW variables with your Add Ticket Email Services (ATES)
Provider ID and your Provider Password. These can be found in Admin > AutotaskExtend >
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Tools > Add Ticket Email Service. If you skip this step, emails cannot be converted to tickets.

9. Ifyou would like attachments to be added with the note, depress the Add Incoming button located in
the top bar. All attachment types that are supported within Autotask will be added to the ticket.

10. Click Save Message on the left hand side of this screen. Click OK on the next screen.

11. Onthe next prompt, confirm that you want to enable this trigger now.

Re-ordering your Triggers

The last thing you need to do is re-order your triggers. When an email arrives in the Inbox, you need to find out
if itis a reply to an existing ticket first. If yes, the email is converted to a note for the existing ticket. If no, a
new ticket is created. The trigger we named "Ticket Replies" needs to be tripped first.

1. Onthe Email2DB Administrator main screen, double-click on the Autotask icon.

2. Right-click on the Ticket Replies trigger icon. The Re-Order Triggers popup opens.

Re-Order Triggers

Specify the order in which Triggens will be chedied, for messages amiving
wia es ACoounl:

Grdr Tnﬂr

IFJ 2 Magbobesk Ticket Creation a Mﬂl'ﬂ!‘

w

Select the Ticket Replies trigger, and click the Move Up button.
Click OK.

>

5. On the Email2DB Administrator main screen, click the Service tab.

6. Click Stop All to stop the service, and then click Start All to restart.

NOTE: The Service has to be stopped and restarted for changes in the trigger order to take effect.
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