
© NetSupport Ltd 1997-2003 

 

 Technical Document 

DNA Helpdesk Permissions. 
 

Summary 
The “Permissions tab” for a user, department or company in the DNA 
Helpdesk controls what access a user has to certain functions. 
 
The permissions that apply to a user can either be explicitly defined on the 
users object or inherited from the users department or company. 
  
The permissions in DNA Helpdesk are grouped as follows: 
 

• Ticket Permissions 
• Solutions Permissions 
• Report Permissions 
• Companies Permissions 
• Department Permissions 
• Users Permissions 
• Ticket Type Permissions 
• Admin Permissions 

 
There are also certain types of user within DNA Helpdesk that have special 
permissions these are: 
 

• A Helpdesk Operator. 
• The contact for a ticket. 
• The “manager” of the department that contains the contact for a ticket. 
• The “default contact” of the company that contains the contact for a 

ticket. 
 
This document explains the function of each permission and the special 
permissions that are applied to certain users. 
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Ticket Permissions 

Create Ticket 
This permission allows a user to create a new ticket. 

Read Ticket 
This permission allows a user to read all tickets within the DNA Helpdesk but 
not to save any changes to them. 

Delete Ticket 
This permission allows a user to delete any ticket within the DNA Helpdesk. 

Edit Ticket 
This permission allows a user to edit any ticket within the DNA Helpdesk, 
however they cannot change the assignee or add a solution. 

Report Permissions 

Create Report 
This permission adds the “New” option to the “Reports menu” and allows the 
user to create a report. 

Read Reports 
This permission adds the “Explore” option to the “Reports menu” and allows 
the user to read an existing report. 

Delete Report 
This permission adds the “Explore” option to the “Reports menu” and allows 
the user to delete an existing report. 

Edit Report 
This permission adds the “Explore” option to the “Reports menu” and allows 
the user to edit an existing Report. 
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Companies Permissions 

Create Companies 
If the user has the “Manage Users” permission then this permission puts the 
“New Company” button on the toolbar of the “Manage Users page” and allows 
the user to create a new company and read the details of existing companies. 

Delete Companies 
If the user has the “Manage Users” permission then this permission puts the 
“Delete” button on the toolbar of the “Edit Company page” and allows the user 
to read the details and to delete existing companies. 

Edit Companies 
If the user has the “Manage Users” permission then this permission puts the 
“Save” button on the toolbar of the “Edit Company page” and allows the user 
to read the details and save changes made to existing companies. 

Users Permissions 

Create User 
If the user has the “Manage Users” permission then this permission puts the 
“New User” button on the toolbar of the “Manage Users page” and allows the 
user to create a new user and read the details of existing users. 
 
Note: If the user is a Helpdesk Operator then this permission also puts the 
“New Contact” button on the “Create Ticket page” and allows a user to create 
a new contact when creating a ticket. 

Delete User 
If the user has the “Manage Users” permission then this permission puts the 
“Delete” button on the toolbar of the “Edit User page” and allows the user to 
read the details and to delete existing users. 

Edit User 
If the user has the “Manage Users” permission then this permission puts the 
“Save” button on the toolbar of the “Edit User page” and allows the user to 
read the details and save changes made to an existing user. 
 
Note: If the user is a Helpdesk Operator then this permission also puts the 
“Edit Contact Details” button on the “Create Ticket page” and allows a user to 
edit the details of the selected contact when creating a ticket. 
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Admin Permissions 

Edit SMTP Options  
This permission puts the “Mail Server Settings” option on the “Admin menu” 
and allows the SMTP Options page to be displayed and data saved. 

Edit Database Options 
This permission puts the “DB Options” option on the Admin menu and allows 
the DB Options page to be displayed and data saved. 

Manage Users 
This permission puts the “Users” option on the “Admin menu” and allows the 
list of companies, departments and users to be displayed. This permission 
does not give the user any rights to create, edit or delete companies, 
departments or users. 

Edit Escalations 
This permission puts the “Escalations” option on the Admin menu and allows 
the user to create, edit and delete escalation rules. 

Edit Email Templates 
This permission puts the “Email Templates” option on the Admin and allows 
the user to create, edit and delete email templates for use in notification rules. 

Edit Notifications 
This permission puts the “Notifications” option on the Admin menu and allows 
the user to create, edit and delete email notification rules. 

Edit Licence Information 
This permission puts the “License” option on the Admin menu and allows the 
“License page” to be displayed and data saved. 

Edit Status 
This permission puts the “Status” and “Resolution Codes” options on the 
“Admin menu” and allows the user to create, edit and delete status codes and 
resolution codes. 

Edit Priorities 
This permission puts the “Priority” option on the Admin menu and allows the 
user to create, edit and delete priority. 

Customise Application 
This permission puts the “Customise” option on the Admin menu and allows 
the “Customise Options page” to be displayed and data saved. 
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Solutions Permissions 

Read Solution  
This permission adds the “Search” and “View All” options to the “Solutions 
menu” and allows the user to view a solution. 

Create Solution 
This permission adds the “New” option to the “Solutions menu” and allows the 
user to create a solution. 

Delete Solution 
This permission adds the “Search” and “View All” options to the “Solutions 
menu” and allows the user to delete an existing solution 

Edit Solution 
This permission adds the “Search” and “View All” options to the solutions 
menu and allows the user to edit an existing solution 

Ticket Type Permissions 

Create Trouble Ticket Types  
This permission puts the “Ticket Types” option on the “Admin menu” and 
allows the user to create new types. 

Delete Trouble Ticket Types 
This permission puts the “Ticket Types” option on the “Admin menu” and 
allows the user to delete existing types.  

Edit Trouble Ticket Types 
This permission puts the “Ticket Types” option on the “Admin menu” and 
allows the user to edit existing Types 
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Department Permissions 

Create Department 
If the user has the “Manage Users” permission then this permission puts the 
“New Department” button on the toolbar of the “Manage Users page” and 
allows the user to create a new department and read the details of existing 
departments. 

Delete Department 
If the user has the “Manage Users” permission then this permission puts the 
“Delete” button on the toolbar of the “Edit Department page” and allows the 
user to read the details and to delete existing departments. 

Edit Department 
If the user has the “Manage Users” permission then this permission puts the 
“Save” button on the toolbar of the “Edit Department page” and allows the 
user to read the details and save changes made to an existing department. 
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Special Permissions 
If the user is: 

A Helpdesk Operator 
• They can read and edit all tickets. 
• They can change the assignee of all tickets 
• The “Add Solution” button will appear on all tickets 
• The “Remote Control” button will appear on all tickets 
• The “Chat” button will appear on all tickets 
• They can read all solutions 
• On the “Create Ticket page” the contact details are not pre-populated 

with the users details. 
• The “Select a Contact” button is displayed. 
• The “Assignee List” is displayed. 

The Contact for a Ticket 
• They can edit any of the details of the ticket apart from the current 

assignee. 
• They can delete the ticket. 

The “Manager” of the department that contains Contact for a ticket 
• They can edit any of the details of the ticket apart from the current 

assignee 
• They can delete the ticket. 

 
The “Default Contact” of the company that contains the contact for a 
Ticket. 

• They can edit any of the details of the ticket apart from the current 
assignee. 

• They can delete the ticket. 
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Further Information 
If you require any further information regarding NetSupport DNA Helpdesk, 
you can contact the NetSupport Technical Support Team using the following 
details: 

UK Office 

NetSupport Limited 
Technical Support Department 
NetSupport House 
Towngate East 
Market Deeping 
Peterborough 
PE6 8NE 
United Kingdom 
 
Telephone:  +44 (0) 1778 382 272 
 
Email:   mailto:support@netsupportsoftware.com 

Visit us on the Web 
 
Our web site:  http://www.netsupportsoftware.com/ 

 

mailto:support@netsupportsoftware.com
http://www.netsupportsoftware.com/

	Summary
	Ticket Permissions
	Create Ticket
	Read Ticket
	Delete Ticket
	Edit Ticket

	Report Permissions
	Create Report
	Read Reports
	Delete Report
	Edit Report

	Companies Permissions
	Create Companies
	Delete Companies
	Edit Companies

	Users Permissions
	Create User
	Delete User
	Edit User

	Admin Permissions
	Edit SMTP Options
	Edit Database Options
	Manage Users
	Edit Escalations
	Edit Email Templates
	Edit Notifications
	Edit Licence Information
	Edit Status
	Edit Priorities
	Customise Application

	Solutions Permissions
	Read Solution
	Create Solution
	Delete Solution
	Edit Solution

	Ticket Type Permissions
	Create Trouble Ticket Types
	Delete Trouble Ticket Types
	Edit Trouble Ticket Types

	Department Permissions
	Create Department
	Delete Department
	Edit Department

	Special Permissions
	A Helpdesk Operator
	The Contact for a Ticket
	The “Manager” of the department that contains Contact for a 


	Further Information
	UK Office
	NetSupport Limited

	Visit us on the Web



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages false
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


