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everything
	  HelpDesk®

everything HelpDesk is a complete, 
mobile, web-based and user-friendly 
help desk solution built upon ITIL 
best practices. Whether deployed for 
government, education, healthcare, 
financial services, or other IT service 
support functions, this everything 
solution helps you be an IT Hero while 
reducing your total IT cost of owner-
ship. 

Multiplatform integration, eHD pow-
erfully integrates with technologies 
such as OES, Windows, eDirectory or 
Active Directory, GroupWise or Out-
look and ZENworks. 

Other features of eHD include: web-
based technology, powerful reports, 
and OES/Linux/Windows compatibil-
ity. 

Also with eHD: access from any desk-
top or PDA, professional and efficient 
ticket tracking, increased closure 
rates, high adoption rate, affordable 
value, server only installation and the 
ability to use your existing authenti-
cation source.

About GroupLink®

GroupLink was organized in 1996 to 
enable our customers to increase rev-
enue, manage customer relationships, 
and deliver world-class customer 
service.

GroupLink’s mission and vision is to 
provide our customers with world 
class, best-practices Service Desk 
& CRM/SFA software. Our goal is to 
consistently deliver high-performance 
support services, support materials 
and products that exceed our custom-
ers’ expectations and leverage their 
existing IT investments.
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eHD Architecture
The HelpDesk system can be accessed via any web browser. HelpDesk runs on top of Tomcat and uses LDAP as a portal 
to authenticate users against the database. Supported databases include MySQL, MS SQL, Oracle and  
PostgreSQL. 

The HelpDesk system can be accessed via any web browser including Internet Explorer and Mozilla Firefox. eHD is com-
patible to run on Linux, Windows, and Netware operating systems.
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Internationalisation
everything HelpDesk can be viewed in mul-
tiple languages, including; German, Dutch, 
Finnish, Swedish, French, Italian, Spanish, 
Portuguese, and others. 



ZENworks 10 Integration with everything HelpDesk
Search ZEN assets within•	  everything HelpDesk Tickets
Run and save reports grouped by ZENworks assets•	
Integrate your ZENworks Database •	 (excluding ZENworks embedded Sybase DB)

Tie ZENworks assets to eHD Tickets   •	
Access the ZENworks Asset Detail Page from within eHD•	
View troubled asset reports for ZENworks managed devices•	
View ZEN asset and associated tickets  •	
Remote control ZEN Assets within HelpDesk tickets•	

effortless Use

Support multiple departments •	
from one server 
Customize the application for •	
every department
Easy, understandable end user •	
experience
Build your own company-wide  •	
support network
Localization: View your HelpDesk •	
in over five languages.

easy Reporting

Eye opening management report-•	
ing becomes easy - key statitics 
showing improvements or prob-
lems can be identified
Technician Ticket Search, build •	
powerful filters on all ticket 
fields, including custom fields
Reporting based on survey results•	

excellent Service Solution

Enable web access to ensure ef-•	
ficient use of all resources
Unlimited number of users can log •	
and track incidents, check status, 
edit their own details and search 
online knowledgebase via any 
browser
Deliver cost savings through re-•	
duced telephone contact
24/7 incident tracking from any •	
time-zone
Encourage users to search the •	
online knowledgebase for instant 
help and solutions.
Knowledgebase articles available •	
for technicians or end users
Ability to create knowledgebase •	
articles from existing tickets

enriched Web Mobility

Entirely web based•	
Accessable from any web browser •	
(Internet Explorer, Mozilla Fire-
fox, Safari and others)
Wireless PDA enabled•	

essential Integration

Schedule tasks, appointments and •	
busy searches through the inte-
grated GroupWise or Outlook/Ex-
change calendar and email system
Supported on Windows, Linux and •	
OES
Seamlessly integrated authenti-•	
cation of various user groups is 
achieved through LDAP, eDirec-
tory or Active Directory, ensuring 
instant user authentication from a 
central repository.
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Remote control this user’s workstation  

Link ZENworks Assets to HelpDesk incidentsAsset Tracker configuration bar on the admin menu
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