\L’
r @mpcunﬂD ev

Support Tracker

Administration Guide

Verson 1.0
14 January 2003



Table of Contents:

L. OVEIVIBW . ..t 3
1.1, COMPANY OVEIVIEW ......cvseseeeaaeee et ettt aaate e taiaaaaranana, 3
1.2, ProQUCE OVEIVIEW ... 4

2. SyStem reqUIrEMENTS ... 5
D = T - 5
2.2, ClIONE ... 5
2.3, DAtADASE...........coeii 5
2. 4. EmMail SUBSYSLEIM ... 5

3. User pre-reqUiremMeNnts ... e 6

4. Administration of the system ... 7
4.1, SYSLOM [0GQON ... 7
4.2, MANAQGING USEIS........ecr sttt ettt et e tataaaranana, 9
4.3. Email SUpport configuration................ccc.cuvuveeiraiiisiesennanann, 11

5. Administration of the system —let’s go deeper.......................... 13
5.1. Database maintaining ............c.ouueeeisiaisisiisiiataiaisieieasanana, 13
5.2, IMagQe SOIrQQe ........ccooueeei et e 13
5.3, SYSLOM FEQUISIIY ...ttt ettt ettt 14
5.4, LOGQING.....oe e e 14
5.5. Post-installation file Structure .................cccoovviiniiiiniiiiniin.. 15

6. Error messages & SUPPOIt ..o 17



Support Tracker Administration Guide

1. Overview

This document is a White Pgper for CompounDev's Support Tracker product. It is
designed to introduce the company, the product and to describe abasic functiondity

and usage.

1.1. Company overview

CompounDev isacompany tha was found in 2001 in Oxford, the United Kingdom.
The company was transformed from the existing SQA Alliance, acompany tha was
found in 1998 in Prague, the Czech Republic. The company had been found for two
main reasons.
1. To creste anew business opportunity for the mgor product, Support Tracker.
2. To support existing products of SQA Alliance such as SQAOImod, a product
designed for archiving received emalls.

The main goals of CompounDev Company are:

1. Todeveop and digtribute professiond software mainly focused on a software
development cycle.

2. Didribute and support existing and new products.

3. Keep developing of software free of errors and conclusions, the software that
helps to customers and that makes work esser.

4. Co-operaewith 3° parties such as do developing for 3 parties companies as
outsourcing and gpplication design.

CompounDev isthe company that is fully focused on the customer, the company that
has been created to support and communicate with the cusomer.
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1.2. Product overview

Support Tracker isaClient-Server solution that is designed to help in a software
development cycde. The main focus of the functiondity is sat on tabular archiving of
found / fixed and closed errors with availability to use them as areference for afuture
development.

The functiondity is extended to control the qudity of adevelopment and controlling a
qudlity of donework of particular users of the sysem. The system is designed to help

peed up the development cycle and improve the software qudity checking during the

cycle.

Because in the system there are various types of usersinserted data are separated from
each other and securdly stored in adatabase. There is no way how auser A could modify
or damage datainserted or managed by auser B. The only way how to modify datais
through the system functiondlity.

The functiondlity of the system is mainly focused on easy-to-use way of working with the
software. Many of features of the system are automatics so there are no additiond
requirements to user to do some extrawork.

The key features of Support Tracker are:
Easy to use and user friendly
Client-Server solution

Secure daastorage

Support of e-mail notification
Scaability

Hi-functiondity

SO~ wWNE
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2. System requirements

This chapter describes system requirements for Support Tracker. The configuration
must full-fill syssem requirements for selected database engine and operating system
ingdled.

These requirements are not part of the Support Tracker syssem requirements. Listed
configurations are designed for asmal solution implementation; that means MS Access
database engine.

Memory requirements are depends on an operaing system ingtdled. Listed configuration
shows MSWindows 200 ingdlation type.

2.1. Server
Machine configuration: Pentium 111 min. or AMD equivdent chipset
RAM 128 MB, 256 MB for MSSQL Server
HDD 5 MB + daabase storage + image storage
Video 1024x768 resolution recommended, 16bit colour
Connection to MS Exchange Server
Network connection when client-server solution gpplied
Operding sysem: MSWindows NT 4.x
MS Windows 2000
MS Windows XP
2.2. Client
Machine configuration: Pentium I min. or AMD equivaent chipset
RAM 64 MB
HDD 5MB
Video 1024x768 resolution recommended, 16bit colour
Network connection when client-server solution gpplied
Operding sysem: MSWindows ME
MSWindows NT 4.x
MS Windows 2000
MS Windows XP
2.3. Database
Machine configuration: Please refer to vendor requirements
Operating system: Please refer to vendor requirements
Qupported databases. MSAccess, MSSQL Server
Please contact the company for additiona details when another database integration required.
2.4. E- mail subsystem
Machine configuration: Please refer to vendor requirements
Operating system: Please refer to vendor requirements
E-mall server: MS Exchange Server
E-mail client: MS Outlook

Please contact the company for addition details when another mail system integration
required.
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3. User pre-requirements

For system adminigtrators is essentid to reed “/nstallation guide” before ingalation.
There are typicd requirements like system knowledge and user rights assgnment. The
purpose of this document is not to describe what is needed to know as an administraor
but how to successfully manage Support Tracker.

For usersthere are no specid requirements to use Support Tracker. The knowledge of
using of operating system is recommended. When E-mail subsystem integration is used
an additiona requirements to usersisto know how to operae with used E-mall client
such as MS Outlook and fully understand the mechanism of notification that is used by
Support Tracker.

It isfully recommended to read “Client guide” and “H ow to effectively work with
Qupport Tracker” manuds before usng the system. .

For dl users of the product isfully essentid to understand the processin which Support
Tracker would be involved the same asto understand their role in the business process.
Without understanding the particular role in the business usage of the product is not
guaranteed efficiency of the product. Please pay you're an atention to it.
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4. Administration of the system

This section describes how to properly administrate and use Support Tracker from the
administration point of view. Because the administrator is amember of the system too
and it has the same meaning as an average use, it isimportant to read the user
documentation too.

4.1. System logon

Qupport Tracer server isaDCOM server. That meansthat it could be accessible form
anywhere in the network same as from the locd machine. If the server isinstdled aslocd
sarver - the dient is running from the same machine as the server it doesn't matter. The
configuration and adminigtration of the server will be the same.

After the ingdlation you can find a Support Tracker program group through your Sart
menu (or another name that you have provided):

=) Eil.u:q_:u:nri.-Tran::i:.er; r @ Dacurmentation r
¥ @ Sustem »

'@ Uninstall Support Tracker

Fig. 1- Sart menu

For accessng Support Tracker use ‘Tracker’ shortcut provided. The shortcut is used for
accessing the system as the administrator/ user.

When you logon first time the configuration didog for server locetion appears. It is
important to point on the right computer that is providing running instance of Support
Tracker. If you do 0, there are no problems. Otherwise you notice problems with
connecting to adatabase and to the server. So please pay an atention to thisinitia
sttings.

Question:

Cannot find Support Tracker server -

connechion information,

Do wou really want to run the server from
our local machine?

PS:1f MO please choosze from the

following lizt or contact vour spstem B

Tes | | Mo |

Fig. 2—First launch dialog

If you choose ‘Yes' Qupport Tracker client will access the server asalocd server. In this
case the server MUST run from the locad machine. Use this choice for loca server
configuration only — the server and the dient are running from the same location.
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If you choose ‘N O’ (preferred choice) the computer sdection didog appears.

Fig. 3—Browse for Support Tracker server dialog

When you choose the right machine from the sdection provided a Qupport Tracker
Logon screen should be displayed.

Fig. 4—Support Tracker logon screen
When you logon firgt time you should use systems provided user name and password:
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User Name:  Administrator
Password: admin

Press‘Log in’ button. From thistime you are in the system itself so dl changestha you
make will be mirrored straight to the database. Please bear in mind that when you change
something it will modify the system itself so please pay an attention to dl changes.

Your first step in Support Tracker isto st it up properly. Thereis needed to st up the
followings.

Users — create users of the system

E-mail support — set up aprofile that will be used for sending of automatic notification

messages

4.2. Managing users

When you log in to the system you will aways see this screen:

Fig. 5+ Administration Tasks, Main Page

For now please lave done whole user interface of this page and pressthe ‘Manage
Users' button that is located in the bottom-right corner of the window. Through this
button you have an access to users data and E-mail subsystem settings.
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Fig. 6 User Management Console screen

Through the User Management console you are enabled to manage users of Support
Tracker - like add anew one, update an existing one and remove an exiging one.

For the functions lised above please use buttons provided. Thereis an extrabutton
cdled ‘Clean fields'. The purpose of the button isto clean dl edit fidds after adding a
new one user or just dean them if you wish 0.

Before you start adding new usersit is very important to understand how this console
works. When you want to manipulate with an existing user of the system you should use
‘User Name' combo box and choose one from there. When you choose auser the
othersfields in the console arefilled. After that you can ‘Update’ the user records or
‘Remove’ the user from the syssem. When you wish to add anew user from this point
you have to use ‘Clean fields’ button to prepare the console for input of new vaues.

NOTE: if you check the screen properly you have to be confused with ‘User Type’
combo. What does it means?

User Type combo is assigning aroleto apaticular user. Roleisa‘function’ or
‘professon’ of the user. By the role you set up wha the user does in your process of
using the system. There are 4 pre-defined roles, provided by Support Tracker:
Administrator * isadministrating the sysem and it is responsble for running and
setting up Support Tracker + other stuff.
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Developer * isresponsble for aproduct development, so it isthefirst part in the
product development chan. The professon of Deveoper should be developer, anayd,
technicd architect, business andyst, eg.

Tester +isresponsble for aqudity of the product. His professon isto find errorsin the
product before the product is distributed to acustomer, so he isthe middle part in the
product development chan. The profession of Tester should be qudity software tester,
development support, project leader, project manager, technicd architect, eg.

Support + isresponsble for supporting of the existing product and communicating with
acustomer. Because of that he has an accessto the project database and heis aleto
cregte new errors, track them and preview them. For the support person it isvery
important to be able to track through the existing errorsto prevent cregting anew,
duplicity one and to use the existing solutions with his support. Because support isthe
last part in the product development chain it isthe most important. That isthe reason
why is Support Tracker so cdled.

All @bove listed roles are able to co-operate with each other and has a specific rights and
function through the syssem. The “Client user guide(s) describes a detalled description
of enabled functiondity to the particular role.

These fidds mugt be filled:

- User name £ anew user name. Do not use the combo box provided because it
contains the existing users only.
Password = anew user password. Please provide atemporary password.
E-mail address + anew user eemall address. Please choose the address from the
combo box provided or enter anew one.
User Type + anew user type. There are various types of users, please assign a
role by the combo box provided. It isvery important to know which role hasto
be assigned to whom so be absolutely sure before sdecting one.
User Description + anew user description. Thisfiled must contain adescription
of the user, like “Member of Martin's Team, experienced developer”.

There are dso read-only items.
User ID +anew user ID. This|D isassigned by the syssem when anew user is
cregted. ThisID isaunique vaue that is assigned to the user and by which are dl
items recognized as user's items within the syssem. This vaue is unchangeable.
Date field + it contains adae and time of the last modificetion of the user
record. Obvioudly, it isempty in the time of creetion.

4.3. E- mail Support configuration

By pressing E-mall settings button you are able to set up the E-mail Support engine.
Without proper setting up of the engine there will be no notification within the whole
Support Tracker S0 please pay atention to proper set up of the engine.

The whole setting is quite Smple. When you press the button the following screen is

displayed:
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Fig. 7+ E-mail Support Configuration screen

There are three editable fields that are required to set up:

Profile Name * the profile name is used by the operaion system to process e-
mail messages. You use the same profile name within for example Microsoft©
Exchange Server™ for routing e-mail messages. The profile is used by operation
system messaging engine to send & receive emall messages that are routed to
you (name or domain). You don't need to figure out what is the name of the
profile because Qupport Tracker automaticaly scans your system for email
profiles and fills them in the combo provided. If there are no listed items in the
combo provided please refer to the next NOTE. Choose the gppropriate name
and continue to the next filed.

Inbox N ame  theinbox name is used by the e-mail profile to receive inbound
e-mal messages. The name depends on the type of your e-mall engine; for
example for Microsoft© Exchange Server™ the nameis | nbox.

Outbox N ame * the outbox nameis used by the emall profile to send
outbound e-mail messages. The name depends on the type of your emall engine;
for example for Microsoft© Exchange Server™ the name is Outbox.

NOTE: in the case that Profile Name combo box doesn't provide listing of avallable
profiles you have to configure e-mail profile. The eesiesway to do it isto check Windows
help and then continue through Control Pand. The purpose of this document is not to
describe how to st up emall profile within the operating system. If you need help with

it or additiond information please do not hestate to contact our Support D epartment
(mailto:support@compoundev.com).
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5. Administration of the system —let’s go deeper

5.1. Database maintaining

The Support Tracker isableto use any database that is ODBC compliant. But the
dandard ingdlaion contains alocd file sysem daabase tha is MS Access-type
daabase. For connection of the database the MS Jet engine is used. The MS Jet has been
ingtdled and configured during the ingdlation.

The Support Tracker database could be found in the folder
a suppor_tracker_server_installation_folder \ Database®.

At the same location the connection connection.ud/fileis sored. The .udl fileis aout
making a connection between the database and the server; s0 it is the key-part of the
connection mechanism. If you need to modify it manualy pleasse do so but be careful
and make abackup copy of the origind before you do any changes.

Please note that the database is a base of the system. If you damage it or do some
unwanted manua changes you can loose dl your previous records. Please avoid any
manua contact with the database.

For maintaining of the database there are dways tools provided by database crestors and
providers. Especidly for MS Access database it isimportant to Compact and Repair
the database regularly. The MS Access front end provides this functiondlity.

Together with MS Access database (or another instaled database) there is ahidden file-
type database with specific CompounDev'sinside format. By the terminology of Support
Tracker is cdled Image Storage.

5.2. Image Storage

The Image Sorage areaiis afiletype database that is crested, maintained and used by
Support Tracker only. The database is used for storing captured images and others
atachments. The path for the database is sored in the registry and it could be modified
through them. Asusud, it could be found at:

a suppor_tracker_server_installation_folder_\ ImagesStorage®.

This database should be unbdievable large. The sze dways depends on number of
recordsin there but as the administrator you must ensure that there is dways enough
pace available for the database. So please, do not forget to check the free hard drive
pace often.

If you wish to change the location of the database please fed freeto do it, but do not
forget to move dl records (files) from the folder to anew locetion. The change of the
location must be done through modification of the registry. Please check the "System

registry' section below for adescription
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5.3. System registry

Support Tracker iswriting to the system registry when isingtdled. The server iswriting
to HKEY_LOCAL_MACHINE section.

| Vduename | Type __ Desoiption

SarverLogFullPathFileName | STRING | Soecifiesthe full path file nameto server
logfile

ClientLogFullPathFileName | STRING | Secifiesthe full path file nameto client log
file

UDLFullPathFileName STRING | Secifiesfull path file name to connection
.udl file for accessing the database*

ImagesSorage STRING | Soecifiesfull path file name to Images
storage database location**

Table 1+ HKLM\ SOFTWARE\ CompounDew\ SUPT racker key
* .udl connection fileis describe in “Database maintaining section above.
*x Images Sorage is described in “/mage Soragé section above

Support Tracker isdso writingto HKEY_CURRENT_USER section:

| vduename | Type | Desription ||

EnableLogging | STRING | Secifiesif logging is enabled or disabled. The
acceptable vaues are 'Yes and 'No'

Table 2+ HKCU\ SOFTWARE\ CompounDew SUPTracker key

5.4. Logging

Qupport Tracker provides hi-level logging fecilities. There are two types of logging,
logging to thefile and logging to the Event Viewer.

Logging to the file is directed by registry settings. If the logging isenabled (Yes issat
for Enablelogging registry record) there are cregted two files, one for the server and one
for the client. Thefiles are located in the same folder as Support Tracker server binaries.
The names of thefilesare:

UPSarverLogDD-MM.TXT =+ log file for the server*

UPClientLog-DD-MM-TXT = log file for the dient*

*DD=actud day, MM=actud month

Thelogfilesareastandard .TXT files so MSNotepad or another ASCI viewer could
read them. For each day of running anew fileis creeted. The file logging is designed to
track down a deep-level problem. It should contain business-sensitive data so please
enableit only in acase of failure. It is dways agood ideato erase dl non-up-to-date logs.

Theregistry does not direct Logging to the Event Viewer. It is dways enabled and
used for logging fatd problems or falures. As alogging viewer is used the system Event
Viewer. Under "Applications’ group you should find error recordsin acese of falure.
Thelogging fadilitiesis used for tracking down fatd problems only so when you notice
some records in thereit isagood ideato enable thefile logging and try to catch the
problem.
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55. Post- installation file structure

This part of the document describes the post-ingtdlation file structure from the logica
point of view. It is quite important to understand properly to the ructure because when
you'll need to manage an extrarequested operation like | mage Storage cleaning or
transfer you'll need to know where the are files located.

After theingdlation (adefault ingtdlation) you could see this structure in the ingdlation
directory:

Fig. 8% Post-installation server file structure

You can seetha aquite logicd file Sructure has been created. It is very important to
understand the meaning of the namesin thelist aove.

\ Database folder + it contains the system database and thisfolder isthe most important
from the whole system. The detaled description of the meaning of database is described
in the section above.

\ Documentation folder + it contains documentation files of Support Tracker and help
files.

\ Images folder * it contains skins for the windows. Please do not modify the content of
the folder otherwise you could make afaad error in the system.

\ ImagesSorage folder * it contains attachment internd database. The detaled
description of the meaning of Image Sorage is described in the section above.

\ XML folder % it contains XML templates for submitting information between the
server and the dlient. Please do not modify the folder content.

The binaries of the server and the dient/ console are stored in the root folder of Support
Tracker:

Fig. 9xBinariesfilelist
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The server iscdled SUPServer.exe. It isDCOM o it must be registered.
For registration or un-register please use shortcuts provided by Star menu:

Fig. 10+ Sart menu shortcuts

NOTE: When you need to change the type of the server, please do not forgot to un-
register the server first before the change. In the server there is an automatic uningdl
check but to regisration procedure please ensure tha you un-register the server firdt.

Thedient & administration consoleis cdled Tracker.exe.
Tracker needs SQAOL mod.dll that is E-mail support mechanism.

The SUPServerps.dll moduleisaproxy sub that is providing acommunication
interface between the server and the server. It must be registered too.

The uningt000.exe file contain uningdl procedure for removing Support Tracker from
your system. The shortcut is dso avalable from the sart menu and from the control
pand.
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6. Error messages & Support

The system is usng message boxes for notifying the user about a mafunction. The
description of the error dways says wha iswrong and it usudly contains a
graghtforward notice to solve the problem. When you get confused with the description
please contact the technicd support of the company through our web ste or through the
E-mall:

Company web ste. http:/ / www.compoundev.com/
Support E-mail: mailto:support@compoundev.com

When you contact the company because of the support please do not forget to include
these information:

Your cusomer registered name and 1D

Your system configuration

The error description

Both log files (server & dlient)

Short description of your problem from your point of view

The company’'s support department will solve your problem as soon as possible and it
will advise you the solution that will dways fit your requirements.

With other enquiries please contact the company.

We wish you to have asimple administration with our system.
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