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Abstract 

Maximise your investment of HelpMaster 

with training and professional services. 

This document provides the training course 

outlines that have been designed for 

HelpMaster. 
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Training overview 
 

Maximise your investment in HelpMaster by investing in comprehensive training. 

Getting the most out of HelpMaster requires careful understanding of what each module does, and 

how to best leverage its capabilities in your organization.  PRD Software offers a comprehensive 

range of training courses to assist staff and clients with the implementation and on-going 

maintenance of HelpMaster. 

Training can take place at your organization, or at off-site training facilities. We can even deliver our 

training via the web using TeamViewer, or another remote screen-sharing technology of your choice.    

All of our training courses are optimized to give you a targeted, no-nonsense program that is 

designed to give your staff the skills they need to start using HelpMaster immediately, and minimize 

the time they spend away from work.  

PRD Software provides training according to the needs of the business and the students - not 

necessarily according to a course outline.  We keep it flexible, keep it real, and make it count. 

Courses 

Our HelpMaster training courses have been designed as modular units – each one covering a specific 

aspect of HelpMaster and service management delivery.  The following course outlines will help you 

to determine which courses are suitable for your organization.   

For additional information or to make a booking please contact us. Our training manager will then 

contact you to discuss your needs. 

Cost 

As a general guide, training for no more than 8 students is priced at AU$1850 ex GST per 7½  hour 

day.  This does not include travel and accommodation expenses. 

Remote training is also available for certain topics.  This is performed via a remote session using 

software and a conference call.  Pricing is AU$1250 ex GST per 7/12 hour day. 

Class sizes 

It is recommended to keep class sizes limited to no more than 8 students.  This allows good 

interaction and attention to detail for both student and teacher.   

Technical installation / upgrade consulting 

For technical work and/or consulting, please refer to the technical consulting guide available here 

http://www.helpmasterpro.com/Services.aspx 

 

 

  

http://www.helpmasterpro.com/Services.aspx
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HelpMaster Overview 
 

What you will learn 

A general, high-level overview of HelpMaster.  Includes a brief introduction to each module and core 

feature and how they can be used in a service environment.     Learn how HelpMaster can be used 

for different customer service operations.  Learn about the HelpMaster community and the 

resources available for technical support, feature requests, training and configuration.  

Outcomes 

Attendees will gain an understanding of what HelpMaster is, how it can be used, and where to get 

support.  

Who will benefit? 

• Business owners 

• Service desk managers 

• System administrators 

• Service desk workers 

Length 

15 minutes 

Prerequisites 

None 

Content 

• PRD Software 

• HelpMaster history 

• Application architecture overview 

• The HelpMaster modules 

• How can HelpMaster be used?  What does it do? 

• Who uses HelpMaster and why? 

• Client profiles – use cases 

• Additional resources.  Getting help 
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HelpMaster desktop fundamentals 1 
 

What you will learn 

Learn the fundamental principles that HelpMaster is built upon and learn the skills required to use 

HelpMaster in a day-to-day role.  Discover the primary HelpMaster entities of clients, sites, assets, 

knowledge base, jobs and actions.  Learn about the security system, job queues, the template 

system and other tools that HelpMaster provides for general system use.   Training includes basic 

system configuration, entity creation, job logging, and simple workflow. 

Outcomes 

Attendees will be able to start using HelpMaster with a good understanding of how the job workflow 

system works.  They will be able to confidently log and manage jobs, send email, and monitor their 

personal, as well as other staff members’ job queues. 

Who will benefit? 

• Service desk front-line staff 

• Service desk second-line staff 

• Service desk managers 

Length 

3 hours 

Prerequisites 

None 

Content 

• The HelpMaster entities – what are they, how are they used? 

• The HelpMaster template system – jobs, actions, email 

• Staff, Skillgroups and job assignment 

• Accessing HelpMaster – logging in 

• The Welcome screen 

• The toolbar, the screens, the menus 

• Configuring user preferences and template subscriptions 

• The field chooser 

• Working with jobs – Helpdesk explorer 

• The job screen 

o Job type, Issue, Priority, description, custom fields etc 

• The action screen 

• Audit history 

• Other ways to find jobs.  Job finder, advanced search 

• The reminder system 
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HelpMaster desktop fundamentals 2 
 

What you will learn 

Dig deeper into HelpMaster.  Learn more about the template system of HelpMaster and how it can 

be used to create powerful workflow models that map to your business requirements.  Learn more 

about assets, knowledge base articles, job linking, custom fields, and how different system codes can 

affect automation processes. 

Outcomes 

Attendees will be able to work with HelpMaster at a more advanced level and understand the 

business rule and escalation mechanisms that underpin their service delivery commitments. 

Who will benefit? 

• Service desk front-line staff 

• Service desk second-line staff 

• Service desk managers 

Length 

3 hours 

Prerequisites 

• HelpMaster desktop fundamentals 1 

Content 

• The template manager 

• Creating sets of action templates and linking them 

• Linking jobs together.  Simple vs Parent / child 

• Using the knowledge base to speed resolution 

• Effective use of system codes 

• The importance of a naming convention 

• The impact of automation – Priority Manager and Email Manager 

• Running reports 

• Exporting data 

• Advanced searching – saved searches, full text, keywords 

• Actioning jobs and using email tags 

• Actioning multiple jobs at the same time 

• The concurrency resolution tool 

• Merging clients 

• Personalizing HelpMaster 
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HelpMaster administrator 
 

What you will learn 

Learn how to configure HelpMaster to most effectively meet the needs of your Service Desk. 

Outcomes 

Attendees will be able to configure HelpMaster in line with business requirements and best practice. 

They will be able to confidently discuss those requirements with stakeholders and as a result 

implement a design that delivers on Service Desk needs and expectations.  Students will be able to 

design the system to support quality information gathering to aid in the management of the Service 

Desk and improvement of Service Desk operations. 

Who will benefit? 

• Service desk managers 

• Business stakeholders 

• System administrators 

Length 

1 day 

Prerequisites 

• HelpMaster overview 

• HelpMaster desktop fundamentals 1 

• HelpMaster desktop fundamentals 2 

Content 

• The administration environment 

• HelpMaster module overview recap 

• Working folders 

• Attachments 

• Purging jobs 

• Defining job workflow 

• System code design and use.  What is the impact? 

• Designing for reporting 

• Staff, skillgroup, security and role management 

• Creating custom data fields 

• Defining organization specific terminology 

• Master site.  Office hours vs 24 hour time 

• Importing and exporting data.  The Active Directory module 

• Feature maintenance tasks (licensing, database maintenance, password management) 

• General maintenance tasks (database backup, indexing, upgrades, database patching) 

• The Database and Reports Wizard 

• Getting help 
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Template design 
 

What you will learn 

Dig deeper into the template system of HelpMaster.  Learn how to create sets of templates that will 

address specific business operations.   Understand how templates are used by each module of 

HelpMaster and how they can save time, provide consistency and form the backbone of service desk 

automation. 

Outcomes 

Attendees will be able to create sets of templates (Job, Action and Email) that will be used to drive 

different aspects of HelpMaster and service management.  

Who will benefit? 

• Service desk staff 

• Service desk managers 

• Clients of the helpdesk 

• The business 

Length 

3 hours 

Prerequisites 

• HelpMaster overview 

• HelpMaster desktop fundamentals 1 

• HelpMaster desktop fundamentals 2 

• HelpMaster administrator 

Content 

• Template overview.  Jobs, Actions, Email 

• Why templates? 

• Different types of templates 

• Naming conventions 

• Grouping templates together 

• Using the template manager 

• Template subscriptions 

• Designing templates for service management 

• Designing templates for email response management 

• Designing templates for client web-self service 

• Designing templates for software development 

• Designing templates for facilities management 

• Template design principles 

• The “From” email address and its impact on templates 
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Workflow and Process Design 
 

What you will learn 

The workflow and process designer is a powerful feature that can transform the way you manage 

and work with service requests, tickets, incident, problems, changes and more.  Learn how to design, 

build and test workflow and integrate it into your service delivery.  Build workflow for IT, Human 

Resources, Facilities Management, Policy areas and more. 

Outcomes 

Attendees will learn the underlying concepts about process design, requirements gathering and 

learn about each HelpMaster workflow object and how they can be used to build simple and 

complex processes.  Attendees will be able to immediately implement and expand upon some of the 

generic support workflow and processes that are provided in the course. 

Who will benefit? 

• Service desk front-line staff 

• Service desk second-line staff 

• Service desk managers 

• Clients of the helpdesk 

Length 

 1 Day 

Prerequisites 

• HelpMaster fundamentals 

• HelpMaster Template design 

• Good working knowledge of HelpMaster 

• Good working knowledge of the processes and operations of the business 

Content 

• Workflow overview 

• Requirements gathering 

• Workflow design and concepts 

• Workflow anti-patterns 

• Planning for workflow 

• The workflow objects 

• Common Task and Common Decision design 

• Template design 

• Working with workflow 
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Email response management – Using the Email Manager 
 

What you will learn 

Learn how to use the Email Manager to automatically convert incoming email into helpdesk tickets.  

Learn how to create specific business rules to manage and automate the handling of issues logged 

via email.  This includes the matching of email rules to Job and Action templates, and increasing 

efficiency of job handling via targeted job update rules. 

Outcomes 

Dramatically change the way your service desk works by implementing an automated email 

response management system.  Students will be able to create simple and complex email 

management rules to support business processes.   

Who will benefit? 

• Service desk front-line staff 

• Service desk second-line staff 

• Service desk managers 

• Clients of the helpdesk 

Length 

3 hours 

Prerequisites 

• HelpMaster overview 

• HelpMaster desktop fundamentals 1 

• HelpMaster desktop fundamentals 2 

• HelpMaster administrator 

Content 

• Email Manager overview 

• How it works.  Example implementation scenarios 

• Client and staff education 

• Configuring the operating environment 

• Template creation 

• Creating profiles 

• Logging jobs 

• Updating existing jobs 

• Email filtering.  Spam and exclusions 

• Client management 

• Profile process ordering 

• The event log 

• Integration with other systems 

• Tips and tricks 
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Escalations, SLA and workflow – Using the Priority Manager 
 

What you will learn 

Learn how to create specific business rules, including compliance to Service Level Agreements, so 

that HelpMaster fully aligns with the needs of the organization. Use the Priority Manager 

functionality to automate and control job updates, staff and customer communication, escalate late 

running jobs and manage service level agreements in order to achieve service quality goals.  

Outcomes 

Students will be able to define both simple and complex Priority Manager business rules to support 

business processes and ensure SLA compliance. 

Who will benefit? 

• Service desk staff 

• Service desk managers 

• Clients of the helpdesk 

• The business 

Length 

3 hours 

Prerequisites 

• HelpMaster overview 

• HelpMaster desktop fundamentals 1 

• HelpMaster desktop fundamentals 2 

• HelpMaster administrator 

Content 

• Priority Manager overview 

• How it works.  Example implementation scenarios 

• SLA vs OLA 

• Client and staff education 

• Configuring the operating environment 

• Template creation 

• Creating profiles 

• Queue Management 

• Define a complex rule using SQL statements 

• Office hours vs 24 hour time 

• Setting the frequency of execution 

• Profile process ordering 

• The event log 

• Tips and tricks 
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Web and web self-service – Using the HelpMaster web interface 
 

What you will learn 

Learn how the HelpMaster web interface allows you to manage your service desk by using a web 

interface rather than the desktop client.  Learn the differences between the desktop and web client 

and how they interact with each other.  Includes training for both the staff and client edition of the 

web portal. 

Outcomes 

Students will gain a working knowledge of how to use the HelpMaster web interface, as well as 

understanding how clients of the helpdesk are able to log, update and close their own jobs. 

Who will benefit? 

• Service desk staff 

• Service desk managers 

• Clients of the helpdesk 

Length 

3 hours 

Prerequisites 

• HelpMaster desktop fundamentals 1 

Content 

• HelpMaster web overview 

• Basic architecture 

• Desktop vs Staff web vs Client web 

• The principles and benefits of client web self-service 

• Staff web overview 

• Client web overview 

• Designing templates for the client web 

• Mandatory fields for client logging 

• Publishing knowledge base articles to the web 

• Knowledge centered support (KCS) 

• Customizing the web interface 

• Client education.  Promotion ideas to accelerate product adoption and use 

 

  



 

HelpMaster Training Course Outlines  Page 13 of 19 

 

The HelpMaster database and Microsoft SQL Server 
 

What you will learn 

Learn how the HelpMaster database is structured.  In-depth schema analysis will allow system 

administrators, DBAs and report writers to get the most out of HelpMaster.  Learn also how to 

maintain a SQL Server database.  Include backup, indexing, full text searching, performance 

optimization, scalability, upgrades and more. 

Outcomes 

A good working knowledge of how the HelpMaster SQL Server database performs, how it is 

structured and how it can be extended. 

Who will benefit? 

• Database administrators 

• Report writers 

• System developers 

Length 

3 hours 

Prerequisites 

• Knowledge of database systems 

Content 

• Microsoft SQL Server overview 

• The HelpMaster database schema 

• Installing, configuring and maintaining 

• Full text search configuration 

• Performance optimization 

• Indexing strategies 

• Bare-metal tuning techniques for optimum database performance 

• Backup and restore 

• Creating a development, or testing copy of the database 

• Query / view creation and strategies 

• Tip and tricks 
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Custom reporting writing for HelpMaster  
 

What you will learn 

Learn how to write reports using Crystal Reports 2008.  Includes basic reports, sub-reports, cross-tab 

reports and more.  Also includes information on how to use Microsoft Excel and Microsoft PowerBI 

as a reporting tool.  Covers OLAP, data mining, trend analysis, business intelligence and more. 

Outcomes 

The ability to create custom service desk and helpdesk reports using a variety of report writing tools.  

A better understanding of the HelpMaster database 

Who will benefit? 

• Database administrators 

• Report writers 

• System developers 

• Service desk managers 

Length 

1 day 

Prerequisites 

• HelpMaster overview 

• HelpMaster desktop fundamentals 1 

Content 

• What is Crystal Reports? 

• What is Microsoft Excel? 

• What is Microsoft PowerBI? 

• How can HelpMaster data be accessed 

• Creating a simple report 

• Creating sub reports 

• Creating cross-tab reports 

• Adding charts, logos and other report objects 

• Modifying existing reports 

• Creating reporting queries and views 

• Database maintenance 

• Understanding the HelpMaster database schema 

• Other solutions for reporting 
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Custom development for HelpMaster  
 

What you will learn 

This is for developers only.  Learn how to develop custom code using Microsoft .NET languages to 

interface with the HelpMaster API and Add-In architecture.  This knowledge will allow developers to 

build simple integrations with HelpMaster, or advanced plug-ins that interface to other systems and 

processes. 

Outcomes 

The ability to create custom add-ins to HelpMaster that will extend its functionality and integration 

with other systems and databases. 

A better understanding of the HelpMaster database, the API and the custom Add-in architecture of 

HelpMaster. 

Who will benefit? 

• .NET developers 

• Database administrators 

• Report writers 

• System developers 

• Service desk managers 

Length 

1 day 

Prerequisites 

• HelpMaster overview 

• HelpMaster desktop fundamentals 1 

• A working coding background in the Microsoft .NET environment 

Content 

• The HelpMaster API 

• The HelpMaster add-in architecture 

• What is possible with custom code 

• Different approaches to custom development and integration 

• The HelpMaster database 

• Coding best practice 

• Modifying code and maintaining custom add-ins 

• Backward compatibility 

• Getting help 
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ITIL and HelpMaster 
 

What you will learn 

Efficient and skilled management of Incidents and Service Requests is an essential part of a 

successful Service Desk. This course will equip Service Desk staff with all the fundamental skills 

required to deliver quality service through the HelpMaster solution as well as provide an 

introduction to the ITIL best practice framework. 

Outcomes 

An understanding of what ITIL is and how HelpMaster can be configured to support ITIL processes. 

Who will benefit? 

• Service desk staff 

• Service desk managers 

• Clients of the helpdesk 

• The business 

Length 

1 day 

Prerequisites 

• HelpMaster overview 

• HelpMaster desktop fundamentals 1 

• HelpMaster desktop fundamentals 2 

• HelpMaster administrator 

Content 

• What is ITIL? 

• Incident management 

• Problem management 

• Change management 

• Aligning your business and HelpMaster to ITIL principles 

• Reporting 

• Cultural change 

• Further information / certification 
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Service management best practice and HelpMaster 
 

What you will learn 

Learn how to optimize your support team as well as HelpMaster to support service management 

best practices.   Learn about best-practice support frameworks and how HelpMaster can be 

configured to support these.   

Outcomes 

A service desk / helpdesk environment that is pro-active, well-structured and optimized for better 

service delivery.  Students will have an understanding of not just the technology they use, but the 

processes and people that all combine to provide high-performance service delivery. 

Who will benefit? 

• Service desk staff 

• Service desk managers 

• Clients of the helpdesk 

• The business 

Length 

3 hours 

Prerequisites 

• HelpMaster desktop fundamentals 1 

Content 

• Why best practice? 

• People, Process and Technology 

• Best practice frameworks.  ITIL, Certification 

• “Us and them” naming convention 

• Web self-service for clients 

• Resolving jobs vs closing jobs – what’s the difference and why does it matter? 

• Emailing – why, to whom, and how often? 

• Classifying jobs the right way 

• Issue code taxonomy.  Hierarchies, lists and levels. Granularity 

• Use automation to achieve operational consistence 

• Service Level Agreements (SLA) 

• Operational Level Agreements (OLA) 

• Resources 

• Industry bodies and events 
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Installing and updating HelpMaster 
 

What you will learn 

Learn how to install and update the HelpMaster software in your environment. 

Outcomes 

A knowledge of how to install, configure and upgrade the entire range of HelpMaster modules. 

Who will benefit? 

• Service desk staff 

• Technical staff 

• The business 

Length 

3 hours 

Prerequisites 

• None 

Content 

• SQL Server 

• The Installation packages 

• New Installations 

• Upgrading from older versions 

• Upgrading your database 

• Custom Reports 

• Network issues 
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PRD Software Professional Services  
PRD Software offers a range of professional services that cater to the helpdesk and service 

management industry.  Professional services include consulting, training and all technical aspects of 

our ITSM solution, HelpMaster.  Our hands-on approach to professional services delivers tangible 

business value with an emphasis on actionable, practical guidance that will yield immediate results. 

PRD Software has over 20 years of consulting experience with business around the world that run 

helpdesks of all shapes and sizes.  PRD Software consultants love making helpdesks run better! 

http://www.helpmasterpro.com/Services.aspx 

About PRD Software 
PRD Software is a privately owned, Australian software company that specializes in helpdesk and 

service management solutions and services.  Based in Canberra, the nation’s capital, PRD Software 

develop the HelpMaster range of software solutions that are used around the world. 

Our sole purpose and passion is to develop and deliver the best service management software and 

support available.  PRD Software is a Microsoft partner and proudly bear the “Australian made and 

owned” logo. 

 

PRD Software 

Phone: +61 2 6278 4664 

www.helpmasterpro.com 

www.prd-software.com 

 

http://www.helpmasterpro.com/Services.aspx
http://www.helpmasterpro.com/
http://www.prd-software.com/

