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Welcome to the Administrator User Guide! This document has main goal 
– to show you how to work with Support Tracker as the administrator of 
the system. Because this is the user guide it will NOT to tells you how to 
administrate Support Tracker. For administration purposes there is 
Administration Guide document that is specially designed to help you 
to administrate the system under the administration meaning. Please read 
it first before this document, except you wish to use the system as the 
user who has administration rights but who will not use them for a 
system set up (e.g. you are the second administrator). 
 
The following information contains mainly this information: 
·  Log in to the system 
·  Understanding of error records process flow within your role 
·  Detailed description of Administration Tasks screen 
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1 Log in to Support  Tracker 
Support Tracer server is a DCOM server. That means that it could be accessible form 
anywhere in the network same as from the local machine. If the server is installed as local 
server - the client is running from the same machine as the server it doesn’t matter. The 
configuration and administration of the server will be the same. 
 
After the installation you can find a Support Tracker program group through your Start 
menu (or another name that you have provided): 
 

 
Fig.  1 – Start menu 

 
For accessing 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 dialog for server location appears. It is 
important to point on the right computer that is providing running instance of Support 
Tracker. If you do so, there are no problems. Otherwise you notice problems with 
connecting to a database and to the server. So please pay an attention to this initial 
settings: 
 

 
Fig.  2 – First launch dialog 

 
If you choose ‘Yes’ Support Tracker client will access the server as a local server. In this 
case the server MUST run from the local machine. Use this choice for local server 
configuration only – the server and the client are running from the same location.  
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If you choose ‘No’ (preferred choice) the computer selection dialog appears: 
 

 
Fig.  3 – Browse for Support Tracker server dialog 

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

 
Fig.  4 – Support Tracker logon screen 
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When you logon first time you should use systems provided user name and password: 
User Name: Administrator 
Password: admin 
 
Press ‘Log in’ button. From this time you are in the system itself so all changes that 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 all changes. 
NOTE: when you don’t want to administrate users of Support Tracker you should be 
able to select your name from the ‘User Name’ combo because a system administrator 
has already created you. 

2 Administ rat ion Tasks screen 
 
After the login to the system you should see the following screen: 
 

 
Fig.  5 ± Administration Tasks screen 

 
This screen is called Administration Tasks and it is like a portal to Support Tracker. 
Through this screen you are able to communicate with the rest of users of the system 
and share with them the error records process flow. 
 
There are five types of controls that are designed to help to you: 
·  Combo boxes – usually contains pre-filled data like Project names 
·  Edit boxes – they are designed to enable you to put data in there 
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·  List box ± it shows you data that has been found. You can scroll through the list, 
examine values or select them. You can select only one value at time by your left 
mouse button. 

·  Check boxes ± when checked they ruling a search process 
·  Buttons ± contains a particular reaction, that is usually described as a name of the 

button 
 
Please note that when you using combo boxes on this screen it is always preferred to 
choose a value that is in the combo listing. When you put a value manually it could cause 
a problem with searching through a database. 
 
When you choose an item in the list, the screen should seems like this: 

 
Fig.  6 ± Administration Tasks screen ± selected item 

 
NOTE:  What has been changed and why? 
As you have seen before there are five types of controls on the screen. It is important to 
know that all combo boxes and edit boxes together with all check boxes are linked 
together with a button ‘Search'. This button provides functionality for searching through 
the system for error records that are assigned to you are another user selected in the 
‘User Name' combo box. When you press the ‘Search' button requested error records 
fill the list box above. This is automatically made when you log in into the system. 
 
When you compare Fig.5 and Fig.6 there is a main difference with buttons. On the first 
screenshot there are many of them disabled. When you choose a particular error records 
the system check the state of the record and enable additional functionality, if is possible 
to enable it. For example, when an error has been just assigned, it cannot be 
straightforward deleted, because it is against error records process flow rules. 
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2.1 On screen controls 
·  Project Name ± this combo contains list of project that are available for you. The 

*̀ ' symbol means all of them. 
·  User Name ± this combo contains your user name. You can also choose another 

user name to specify closely type of records that are requested (by name). The *̀ ' 
symbol means all of them. 

·  Department ± this combo contains listing of departments (user groups) that are 
available through the system. The *̀ ' symbol means all of them. 

·  Key Words ± this edit box should contain one of more key words that would 
improve the searching result. Please separate them by comma symbol. See Chapter 3 
for details. 

 
 
NOTE: Let's imagine that you need to find all error records that are assigned to your 
department. In this case, you have to set up Ùser Name' combo to the *̀ ' symbol and 
chose your department from the D̀epartment' combo listing. 
When you need to know all error records that are assigned to a particular user, just 
choose his/ her name and then set up the D̀epartment' combo to the *̀ ' symbol. 
With the project it is the same, use the *̀ ' symbol for all of them or choose a particular 
one. Try all combination to get to use the searching process. 
 
Now, let's make the searching process more complicated. You have additional three 
check boxes to specify more closely the result of the searching process. 
 
The check boxes are the following: 
·  Fatal ± when is checked it will search through fatal errors only. 
·  Pending ± when is checked it will search through pending* errors only. 
·  Fixed ± when is checked it will search through fixed* errors only. 
 
* When you are working with error records they have internally set up a state. When they are before closing 
in the error records process flow the state of them is pending. When they are closed/ fixed, that means that 
they are just before the end of the process flow, the sate of them should be fixed/ closed. 
 

2.2 But tons 
In Support Tracker there are various types of functional buttons. Usually, there is hidden 
addition screen under the button that set up additional information needed to continue 
in the selected operation. Please pay attention to understand properly the meaning of the 
buttons. It will help you to work with the system more efficiently. 
 

·     This button has been meant before. The main functionality of the 
button is to access assigned error records ± to show them in the list. 

·     This button is used to update error detail and assignment. When you 
decide to use this update functionality please use it carefully. 

·     This button is used for a final close of the record. Under this button 
there are hidden two functionalities. By this button you fix and close an error record 
See Chapter 2.6.4 for details. 
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·     This button is used for rejecting once assigned error record, like 
refusing of it. It will return the error record to the creator of the record. 

·     This button is used for forwarding the error record to somebody else. 
You can always forward the record to somebody else but a preferred way is to reject 
the error record and leave the forwarding on the creator of the record 

·     This button is used for finding similar error. See Chapter 3 for details. 

·     This button is used for changing of the current password and E-mail 
address. Without knowledge of the current password you have no chance to do an 
update of the password. 

·     This button is used for adding a new error record. Mostly is used when 
you testing already done solution or when you find an error while you working within 
the system. By this functionality error records are created. 

·     This button is used for deleting the error record. In the previous text 
has been meant that there are some Support Tracker's rules that are protecting error 
records from removing them. In the shortcut, you can delete only errors that have 
been already closed. 

·     This button is used for exporting list of records that have been found 
through the S̀earch' button to an MS Excel spreadsheet for an additional 
processing. This way has been chosen because of ability of MS Excel to properly 
display values and additional analyst resources, e.g. graphs availability. 

·     This button is used for managing user like adding, removing, updating 
them and for E-mail sub-system configuration. To get more about this functionality 
please study also Àdministrator Guide' documentation. 

 
 
 
NOTE: in the others user guides in this listing is also Log off button. Because a lack of 
screen space as the administrator you have to use ESC key for log off only. We would 
like to apologise to you for this inconvenience. 
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2.3 Search for records funct ionality 

 
 
When you click the S̀earch' button the following happen: 
·  Support Tracker engine check all available configurable settings like combos, edit 

boxes and check boxes and ask the server for the records that are equal to your 
search criteria. 

·  The server processes the request and asks a database for available records. 
·  When the server receives the requested records it send them to Support Tracker 

engine. In there the records are processed and displayed in the list view 
 

 
Fig.  7 ± Error records list view 

 
To be able to work with a particular error record you need to select it by your selection 
(left) mouse button. When you double click on the particular record the details will be 
displayed (see bellow for a detail description of the detail screen). 
 
As you noticed there are many columns in the error records view. Let's take a look for 
what does mean a particular name: 
·  ID ± it is the logical ID of the error. It is the unique number that is connected with 

the error record itself. When the system will communicate with you through E-mail 
notification messages it will always use this ID value for a clear identification. 

·  Name ± it contains a name of the error that is assigned in the time of creation of the 
record. For a best usability of Support Tracker is recommended to use clear and easy-
to-understand record names only in the time of creation of the record. 

·  Importance ± it contains an importance of the error record. It would be either 
o Fatal ± very important and high-to-fix importance error 
o Major ± medium important 
o Minor ± less important error like GUI errors 
o Design ± error that is there because a wrong design. It is helpful for a new 

version objectives set 
·  Project ± it contains a project name that is used through the system. 
·  Found in version ± it contains the version number (name) in what the error has 

been located 
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·  Description ± it contains a description of the error. We should say that it is the most 
important error record part because if the description is unclear that it makes difficult 
to fix the error or work with it. Additionally, it is important to set the description as 
apposite as possible because the description will be used for future knowledge base 
too so it is really important to set is as clear as possible and always think that is 
should be previewed by somebody else the by the person to whom is assigned to, e.g. 
from somebody from support department. 

·  Crated ± it contains a date and time of creation of the record. 
·  Fixed in version ± it contains the version number (name) in what the error has been 

fixed. 
·  Fixed comment ± it contains a description of fixing procedure. As for description, 

in here is almost crucial to describe the fixing process as clear as possible because 
would be used for fixing of similar errors. 

·  Fixed ± it contains a date and time of record has been fixed. 
·  Fixed key words ± it contains key words that should be assigned to the record when 

is fixed/ closed. These key words highly improve finding similar errors ability. 
·  Closed in version ± it contains the version number (name) in what the error has 

been closed 
·  Closed ± it contains a date and time of record has been closed. 
·  Attachment ± it contains information about attachments of the record. Each error 

record should contain many attachments that should be previewed by detail screen 
(see bellow). It would be either: 

o N/ A ± there are no attachments 
o 1 to x ± number of attachments 

2.4 Find sim ilar errors funct ionality 

 
 
Through this built-in functionality of Support Tracker you are able to go through the 
knowledge base that is created in the system while is used for solving your current 
problem or for finding a fast, already implemented, solution. Please do not forgot that 
this process is a time consuming process so use this functionality only when you are sure 
that you want to spend some time by searching through the knowledge base. For finding 
of similar records is important: 
·  The name of the error 
·  The description and comments 
·  The key words 
·  The creator or department 
 
 
NOTE: you cannot work with this functionality until an error record is selected and you 
will usually return a huge amount of information, so do not get confused with. 
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When you use F̀ind Similar' button, you should get either this Similar Errors dialog: 
 

 
Fig.  8 ± Similar error screen 

When the list displayed in Fig. 8 is shown, you can access error record details through 
selection (left) mouse button double clicking on the item. 
 
The column names used for describing of error record are the same as for search for 
error record functionality. Please refer the chapter above for additional details about the 
column names. 
 
Or this information dialog: 
 

 
Fig.  9 ± Information dialog ± no similar errors 

The finding of similar errors functionality is one the most advance feature of Support 
Tracker. Through this functionality you are able to track the history of support and use 
already found solution with your problem. But please do not forget that this process is 
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highly time-consuming and the result depends always on input values when error records 
have been created. 

2.5 Error record details screen 
As you noticed in the previous text you can access the error details screen by double click 
on a particular error in the error records list. After the double click this screen is 
displayed: 
 

 
Fig.  10 ± Error record details screen 

 
The following lists contain a detailed description of the screen parts: 
·  Error name ± it contains an error name 
·  Description ± it contains an error description 
·  Comment ± it contain an error record comment. Usually, an additional comment for 

description is used 
·  Project ± it contains a project name in which the error occurred 
·  Version ± it contains a version number in which the error occurred 
·  Created By ± it contains a name of person who was created the error 
·  Assigned To ± it contains a name of person whom is the record assigned 
·  Created /  Modified ± it contains the date/ time values that are corresponding with 

the date/ time of creation of the error record and the last modification 
Importance /  State ± it contains an importance level and current state of the error 
record.  



Support Tracker Administrator User Guide 

Page 13 of 13  
Copyright © 2002 CompounDev  

·  Àttachments…' button ± is used for displaying of assigned attachments. This 
button appears only in the case that the error record has some attachments assigned. 
By clicking at the button attachments are displayed. You can roll through them by 
clicking the mouse button. By closing the preview pane you should return back to the 
error record details screen. 

·  C̀ancel' button ± through this button you can leave the screen and return the 
previous one. 
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2.6 Detailed screens descript ion 
This chapter contains a detailed description and all child screens that are accessible 
through the buttons described above. 
 

2.6.1 Add New Error screen  

 
 
When you use the Àdd Error' button the following screen is displayed: 
 

 
Fig.  11 ± Add New Error screen 

 
This screen is used for adding a new record to the system. It is very important to 
understand to this functionality properly because adding of the new record is a major 
part of whole Support Tracker. Without entering of proper values and a clear description 
of the problem the whole idea of Support Tracker should be destroyed. Because Support 
Tracker setting up the process of entering error records it helps to improve whole 
development cycle. Please pay attention to the following description of screen parts and 
contact your more experienced colleagues or for adequate explanation, if the following is 
not clear enough for you. 
 
NOTE: it is important to fill all parts of the screen properly and clearly to help in the 
process of software development and to your colleagues. 
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The following list contains a detailed description of the screen parts: 
·  Error name ± it must contain a clear and easy to remember error name. There is not 

an advice for naming convention but the good idea is to always use more then one 
word name, preferably a two or three descriptive words (e.g. Cancel button failure, 
Printer output problem, Network connection, EXE module Exception). 

·  Description ± it must contain a clear and focused description of the error. The 
description is not length-limited so please use as maximum as you are able to 
describe always with the error found (e.g. cannot register the TEST.DLL because of 
error in the registration process. Returned ±1). 

·  Comment ± it must contain a comment that is connected with the name little bit 
widely, like system information, process settings and so on. 

·  Project ± it must contain a project name. The name should be chosen from the 
combo or it should be typed in (e.g. Imaging ± NatWest) 

·  Version ± it must contain a version name/ number. The name should be chosen 
from the combo or it should be typed in (e.g. Version 12.3.2.1) 

·  Department ± it must contain a department name that must be chosen from the 
combo provided. Other values are not acceptable. 

·  Assigned To ± it must contain a name of person whom is the record assigned. The 
name must be chosen form the combo provided. The combo contains all users 
available under the selected department. Other values are not acceptable. 

·  Importance ± it must contain an importance level of the error record. It should be 
chosen by combo provide: The importance must be one of the following: 

o Fatal ± very important and high-to-fix importance error 
o Major ± medium important 
o Minor ± less important error like GUI errors 
o Design ± error that is there because a wrong design. It is helpful for a new 

version objectives set 
·  C̀apture Now!' button ± is used for capturing of attachments and assigning them to 

the error record. Please check Image capturing bellow. 
·  Àdd Error' button ± this button is at the end of the adding a new error record 

process. The system will NOT pass you through if some of previously listed values 
will not be properly set up. In the case of this problem you will be notified by the 
system's warning message. 

·  C̀ancel' button ± through this button you can leave the screen and return the 
previous one. 

2.6.2 Delete Error button 

 
 
By this button you are permitted to delete the currently selected error. Please do not 
forget that it is not revertible action and delete the error only when you really need to do 
it.  
 
 
NOTE: only closed errors can be deleted. It is not possible by any way to delete non-
closed error. The internal process within the Support Tracker doesn't permit that. 
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2.6.3 Update Error screen 

 
 
When you use the Ùpdate Error' button the following screen is displayed: 
 

 
Fig.  12 ± Update Error screen 

 
This screen is used for updating existing error records. Through the screen you are able 
to update all sub-records that are displayed at Fig.12. Please use this functionality for 
update purposes only; when you need to do some major changes with the record it is 
always better way to close the current one and create a new one. When you update the 
error record, the creator of the record is notified. Please note that one of sub-item that 
you can set up is the ownership of the record. You can do it only in the case that you are 
the creator of the record. In others cases you have to forward or reject the error. 
 
 
NOTE: The update error mechanism is like a backdoor ± when you find that you have 
entered something wrong you are able to change it instantly.  
 
 
NOTE: it is important to fill all parts of the screen properly and clearly to help in the 
process of software development and to your colleagues. 
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The following list contains a detailed description of the screen parts: 
·  Error name ± it must contain a clear and easy to remember error name. There is not 

an advice for naming convention but the good idea is to always use more then one 
word name, preferably a two or three descriptive words (e.g. Cancel button failure, 
Printer output problem, Network connection, EXE module Exception). 

·  Description ± it must contain a clear and focused description of the error. The 
description is not length-limited so please use as maximum as you are able to 
describe always with the error found (e.g. cannot register the TEST.DLL because of 
error in the registration process. Returned ±1). 

·  Comment ± it must contain a comment that is connected with the name little bit 
widely, like system information, process settings and so on. 

·  Project ± it must contain a project name. The name should be chosen from the 
combo or it should be typed in (e.g. Imaging ± NatWest) 

·  Version ± it must contain a version name/ number. The name should be chosen 
from the combo or it should be typed in (e.g. Version 12.3.2.1) 

·  Department ± it must contain a department name that must be chosen from the 
combo provided. Other values are not acceptable. 

·  Assigned To ± it must contain a name of person whom is the record assigned. The 
name must be chosen form the combo provided. The combo contains all users 
available under the selected department. Other values are not acceptable. 

·  Importance ± it must contain an importance level of the error record. It should be 
chosen by combo provide: The importance must be one of the following: 

o Fatal ± very important and high-to-fix importance error 
o Major ± medium important 
o Minor ± less important error like GUI errors 
o Design ± error that is there because a wrong design. It is helpful for a new 

version objectives set 
·  Ùpdate Error' button ± is used for updating the record ± it has the same 

functionality like OK button - commit changes 
·  C̀ancel' button ± through this button you can leave the screen and return the 

previous one. 

2.6.4 Screen items in a detail 
For the first time we have talked about mandatory and non-mandatory items, and about 
read only and read/ write items. Let's me explain what is all about. 
 
The mandatory items are all items that are described in this document without a note 
(non-mandatory). Almost all fields in the system have to be filled ± just for a case of 
collecting of knowledge and data. Surely, sometimes it is not important or needed so you 
can skip filling out. But because the system contains a validating engine sometimes is not 
possible to skip the filling because you will not be able to commit changes. In the case 
that the filling is system-driven the control buttons (Update Error, Add Error, e.g.) are 
disabled, so it is not possible to use them and you are forced to fill the items that have to 
be filled. 
 
The read only items are the items that are previewed only. These items are always 
displayed as a red text in the separate section (see Fig.  13 ± Fix Error screen for 
example). You can copy the content of the fields but all changes that you do with them 
will not be stored. 
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2.6.5 Close Error 

 
 
The close error button provides access to two screens. It fixes the actual error record or 
to closes it. The system decides which screen has to be displayed by checking the error 
record internal state. This One-Two button functionality is enabled only to the 
administrator and the tester role. The others roles has special user interface access to 
these screens. 
 
Please do not get confused that when you press the Close Error button almost always a 
different screen appears. Note, that this functionality is enabled to advance users only, 
like you definitely are. 

2.6.5.1 Fix  Error screen 
When you use the F̀ix Error' button the following screen is displayed: 
 

 
Fig.  13 ± Fix Error screen 

This screen is used for fixing the actual error record. Fixing of error is a mid-step of the 
whole Support Tracker process. When you receive the error report (record) from 
someone within your team (for example from a Tester) you try to solve it. So you spend 
some time to find a solution and when you find & implement it you have to return back 
to Support Tracker to let the creator of the record know that the problem has been fixed. 
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It is very important to fill all required values properly to help the creator to understand 
your improvement within the reported error. 
 
When you fix the error record the record itself is available for a future processing that 
has to be done by the creator of the record. From the time you fix the record the internal 
state of the error is changed and the record is automatically assigned back to the creator.  
 
The creator of the record has two options to for further processing: 

1. Close the record ± it would be done only in the case that the error has been 
successfully fixed and there is no other requirements for another work connected 
with the error record 

2. Reject the record ± it would be done in the case that you haven't fixed the error 
properly or the tester is not happy with your solution. When the error is rejected, 
the system returns it back to you for further processing. 

 
The following list contains a detailed description of the screen parts: 
Read-only items: 
·  Error name ± it contains an error name 
·  Description ± it contains an error description 
·  Project ± it contains a project name 
Read/ Write items: 
·  Comment ± it must contain a comment that is connected with the name little bit 

widely, like system information, process settings and so on. 
·  Version ± it must contain a version name/ number. The name should be chosen 

from the combo or it should be typed in (e.g. Version 12.3.2.1) 
·  Keywords ± it should contain key words that would be used by the system for 

finding the similar errors. This is not mandatory item so it depends only on you if 
you will help the process to improve itself. It is always a good idea to pick-up some 
key words from the case and fills them in the keywords filed. 

·  C̀apture Now!' button ± is used for capturing of attachments and assigning them to 
the error record. Please check Image capturing bellow. 

·  F̀ix Error' button ± is used for closing the record ± it has the same functionality like 
OK button - commit changes 

·  C̀ancel' button ± through this button you can leave the screen and return the 
previous one. 
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2.6.5.2 Close Error screen 
When you use the C̀lose Error' button the following screen is displayed: 
 

 
Fig.  14 ± Close Error screen 

 
This screen is used for closing the actual error record. This is the last link of the Support 
Tracker's chain. You use this functionality only in the case that you have fixed the error 
and you are absolutely sure that the error was successfully eliminated.  
When you close the error it automatically changes its state to Closed and will be available 
for support team; that means that closing of the error record would influent the whole 
development team. So, please be sure that when you close the error that the case is really 
fixed and eliminated. 
 
The following list contains a detailed description of the screen parts: 
Read-only items: 
·  Error name ± it contains an error name 
·  Description ± it contains an error description 
·  Project ± it contains a project name 
Read/ Write items: 
·  Comment ± it must contain a comment that is connected with the name little bit 

widely, like system information, process settings and so on. 
·  Version ± it must contain a version name/ number. The name should be chosen 

from the combo or it should be typed in (e.g. Version 12.3.2.1) 
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·  Keywords ± it should contain key words that would be used by the system for 
finding the similar errors. This is not mandatory item so it depends only on you if 
you will help the process to improve itself. It is always a good idea to pick-up some 
key words from the case and fills them in the keywords filed. 

·  C̀apture Now!' button ± is used for capturing of attachments and assigning them to 
the error record. Please check Image capturing bellow. 

·  C̀lose Error' button ± is used for closing the record ± it has the same functionality 
like OK button - commit changes 

·  C̀ancel' button ± through this button you can leave the screen and return the 
previous one. 

 

2.6.6 Reject Error screen 

 
 
When you use the R̀eject Error' button the following screen is displayed: 
 

 
Fig.  15 ± Reject Error screen  

 
This screen is used for rejecting the actual error record. Sometime happen that an 
incorrect error is assigned to you. You must understand that the person who was 
assigning errors sometimes doesn't understand properly your role and it should happen 
that he assigns an incorrect error to you. In this case or in the case that you are unable to 
solve the problem you can reject the error. From the process point of view the error 
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record will be returned to the creator and he will solve the problem to whom to assign 
the error or what to do with it. 
 
Sometimes it should always happen that the creator assigns the error that hasn't meaning. 
Maybe he doesn't understand properly the testing scenario or product or maybe he was 
just confused. For all this reasons there is enabled this rejecting functionality. But always 
reject for a good reason only, because when you do rejecting you asking the creator to do 
his job again so please, always think a lot if there is a reason to reject the error record or 
not. 
 
 
The following list contains a detailed description of the screen parts: 
Read-only items: 
·  Error name ± it contains an error name 
·  Description ± it contains an error description 
·  Project ± it contains a project name 
·  Creator ± it contains a name of creator of the record 
Read/ Write items: 
·  Comment± it would contain the reason why you rejecting the error. Especially in 

here is quite important to fill the description properly to help communication and 
improve the process. 

·  Reason ± it must contain the reason of rejecting. Please use combo box provided to 
fill out the reason. Commonly, you can choose from the following: 

o As discussed ± it is referring to the communication with the creator of the 
record. Please fill the communication main cases in the comment box 

o Comment describes the reason ± it is referring to the content of the 
comment box 

o Design error understood by specification ± it is referring to the 
specification and says that you've just followed the specification 

o No error because functional as designed ± it is referring to the design 
o No error from my point of view ± it is referring to your meaning, must be 

explained in the comment box 
o The error has been already fixed ± it is referring to another similar or same 

error that has been already fixed. Please provide additional information by 
the combo box 

·  C̀apture Now!' button ± is used for capturing of attachments and assigning them to 
the error record. Please check Image capturing bellow. 

·  R̀eject Error' button ± is used for rejecting the record ± it has the same 
functionality like OK button - commit changes 

·  C̀ancel' button ± through this button you can leave the screen and return the 
previous one. 
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2.6.7 Forward Error screen 

 
 
When you use the F̀orward Error' button the following screen is displayed: 
 

 
Fig.  16 ± Forward Error screen 

 
This screen is used for forwarding the actual error record. By forwarding the record you 
set up a new ownership of the error record. This functionality is the most useful when 
the error has been assigned to you by mistake and you know to whom has to be assigned.  
 
From the process point of view when you forward the error the creator of the error is 
notified and the error record is re-assigned to a new owner that is specified by you. 
 
The following list contains a detailed description of the screen parts: 
Read-only items: 
·  Error name ± it contains an error name 
·  Description ± it contains an error description 
·  Project ± it contains a project name 
Read/ Write items: 
·  Comment± it would contain the reason why you forwarding the error. Especially in 

here is quite important to fill the description properly to help communication and 
improve the process. 
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·  Department ± it must contain a department name that must be chosen from the 
combo provided. Other values are not acceptable. 

·  Assigned To ± it must contain a name of person whom is the record assigned. The 
name must be chosen form the combo provided. The combo contains all users 
available under the selected department. Other values are not acceptable. 

·  F̀orward Error' button ± is used for forwarding the record ± it has the same 
functionality like OK button - commit changes 

·  C̀ancel' button ± through this button you can leave the screen and return the 
previous one. 
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2.6.8 Change Password screen 

 
 
When you use the P̀assword' button the following screen is displayed: 
 

 
Fig.  17 ± Change Password screen 

This screen is used for changing your system access password and e-mail setting. As you 
can see from the figure above, the change password dialog contains three standard 
password edit fields: 
·  Old Password ± you must fill the old password 
·  New Password ± you must fill a new password 
·  Confirm Password ± you must confirm the new password 
 
In the next section there are two additional edit fields for e-mail support setting. By this 
e-mail address the system notifies you about a changes, new records assigned to you or 
about additional information. If you don't set up this address properly you will not be 
able to receive system's notification messages. 
 
There are two edit fields that have to be filled: 
·  Old e-mail Address ± you current (if exist) e-mail address that is used by Support 

Tracker to notify you 
·  New e-mail Address ± a new e-mail address that you wish to use for system 

notification 
 
It is quite important to set up these values properly because only you can set up them. 
Especially with the password change it have to be manipulated securely. 
 
NOTE: never ever share your access password to the Support Tracker with someone 
else and store the password on the secure place. 
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2.6.9 Export  but ton funct ionality 

 
 
When you use the Èxport' button the following screen is displayed: 
 

 
Fig.  18 ± Change Password screen 

 
The export functionality is used to export selected data from Support Tracker to 3rd party 
products. As a default export format has been chosen Microsoft Excel™. It is also 
possible to export data to a different format. If you need it please contact our support 
desk (mailto:support@compoundev.com). 
 
The export functionality is a key mechanism how to process the data in a different 
software tool ± like MIS or another analyst tool. Through this functionality you can 
monitor the amount of pending/ fixed and minor/ fatal errors and the others factors that 
you wish to monitor.  
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2.7 User Management Console screen 

 
 
The management console is the entry point to the whole Support Tracker system. It is 
enabled to administrator of the system only and is designed to created, delete and update 
users of the system plus to set up their e-mail preferences. Together with it helps you to 
set up the e-mail notification support. Bear in mind that without the proper set up of the 
e-mail notification subsystem there will be no notification messages within the entire 
system. 
 
When you use the `Manage Users' button the following screen is displayed: 
 

 
Fig.  19 ± User Management Console screen 

The management console functionality is one of the key-component of the entire system. 
You can see various buttons on the figure above. It is highly recommended to pay 
attention to understanding the console and to manipulation with it. Here is a list of the 
buttons used by the console. 
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2.7.1 Add User button 

  
 
By this button you add a new, user into the system. All supported fields must be properly 
filled before adding a new user. See the next screen preview to see how and what to fill 
before adding the user: 

 
Fig.  20 ± Adding a new user screen 

 
These fields must be filled: 

·  User name ± a new user name. Do not use the combo box provided because it 
contains the existing users only. 

·  Password ± a new user password. Please provide a temporary password. 
·  E-mail address ± a new user e-mail address. Please choose the address from the 

combo box provided or enter a new one. 
·  User Type ± a new user type. There are various types of users, please assign a 

role by the combo box provided. It is very important to know which role has to 
be assigned to whom so be absolutely sure before selecting one. 

·  User Description ± a new user description. This filed must contain a description 
of the user, like “Member of Martin's Team, experienced developer” . 
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There are also read-only items: 
·  User ID ± a new user ID. This ID is assigned by the system when a new user is 

created. This ID is a unique value that is assigned to the user and by which are all 
items recognized as user's items within the system. This value is unchangeable. 

·  Date field ± it contains a date and time of the last modification of the user 
record. Obviously, it is empty in the time of creation. 

 

 
Fig.  21 ± Just created user, compare differences with a previous figure 

 

2.7.2 Update User button 

  
 
By this button you are able to modify the exiting user. Firstly, you need to access user's 
information.  The only way to do it is to choose a particular user from the User Name 
combo box provided. When you choose the user, the rest of the screen is filled by user 
information.  
 
When you choose the user from the combo box you can modify what ever you want 
(surely, read/ write items only). When you finish with user details updating you just 
simply press Update User button and the user record will be updated. 
 
NOTE: the Update User button has a hidden usage. Let's imagine that a member of 
your team just left the team. Because he has been there for ages there are many error 
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records in the system that had been assigned to him. Well, not a new member came and 
he is become responsible for the same part of the project like the previous one. So, what 
to do? Create a new member in the system? 
Well, it is a way but there is another one. You can update records for the previous user 
like that you will just change the name and the e-mail address to the new member details. 
The system will still assign error records to the òld' user ID but the ǹew' user will 
manage the records. 
 
Obviously, you can just leave records in the system and do not change òld' user 
details… 
 

 
Fig.  22 ± The user records before update (see the previous NOTE) 

2.7.3 Remove User but ton 

  
 
By this button you are able to remove an existing user from the system. The user MUST 
be present in the system and by removing him you DESTOY all connection to error 
records so BE ABSOLUTELY sure that you want to do it. The only way to do choose 
the user is to choose a particular user from the User Name combo box provided. When 
you choose the user, the rest of the screen is filled by user information. 
 
To see the state of the screen before you remove the user from the system see the Fig.  
22 ± The user records before update (see the previous NOTE). 
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NOTE: it's quite important not to remove the administrator of the system by mistake. 
And always think twice before you remove the particular user because by that you 
destroy all connection to user within the database. 

2.7.4 Clean Fields but ton 

  
 
By this button you empty the whole content of the screen. It is useful in many cases, for 
example when you working with user's records and want to add a new user. When you 
press the button you would see the same screen like at Fig.  19 ± User Management 
Console screen 



Support Tracker Administrator User Guide 

Page 32 of 32  
Copyright © 2002 CompounDev  

2.8 E- mail set t ings but ton 

 
 
By this 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 so please 
pay attention to proper set up of the engine. 
 
The whole setting is quite simple. When you press the button the following screen is 
displayed: 
 

  
Fig.  23 ± 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 operation 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 e-mail messages that are routed to 
you (name or domain). You don't need to figure out what is the name of the 
profile because Support Tracker automatically scans your system for e-mail 
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 appropriate name 
and continue to the next filed. 

·  Inbox Name ± the inbox name is used by the e-mail profile to receive inbound 
e-mail messages. The name depends on the type of your e-mail engine; for 
example for Microsoft© Exchange Server™ the name is Inbox. 

·  Outbox Name ± the outbox name is used by the e-mail profile to send 
outbound e-mail messages. The name depends on the type of your e-mail engine; 
for example for Microsoft© Exchange Server™ the name is Outbox. 
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NOTE: in the case that Profile Name combo box doesn't provide listing of available 
profiles you have to configure e-mail profile. The easies way to do it is to check Windows 
help and then continue through Control Panel. The purpose of this document is not to 
describe how to set up e-mail profile within the operating system. If you need help with 
it or additional information please do not hesitate to contact our Support Department 
(mailto:support@compoundev.com). 
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2.9 Image capturing 

 
 
When you adding an error record or using another functionality you are enabled to link 
attachments with the error record. You can do it through C̀apture Now!' button.  
 

 
Fig.  24 ± Image Capturing tool 

 
When you expose this functionality the Image Capturing tools window is displayed. As 
you can see in the right-lower corner there is a rectangle with the selection tool located. 
If you need to capture some screen or window part you just simply drag & drop the 
selection tool over the wanted screen part. When you drop the tool, an assigned graphics 
editor is evoked and you are able to do some changes within the captured image. You 
can. After you finish your changes, just save the changes. You will instantly return to the 
previous screen and attachment would be assigned to the record. 
 
This functionality is very useful because sometime it is so difficult do describe a screen 
action or a window failure. The most simply way how to do it is to create a screen 
snapshot. You already know some of little less intelligent methods like pressing Print 
Screen button or another of the combinations of Print Screen button and some else one. 
With image capturing that is built-in in Support Tracker the process of capturing is 
becoming fairy easy and smooth. And because the final image is linked together with the 
error record it is becoming a part of the record itself. 
 
 
NOTE: when you evoke the Image Capturing tool Support Tracker will minimize and 
restore to the previous position after you finish your changes with the captured image. 
Please try the functionality before the real use. 
 
IMPORTANT NOTE: the single record operation is able to accept only one 
attachment at time. Because of this when you capture the image and do it again you will 
instantly OVERWRITE the previously captured image. Please bear in mind it. Surely, 
the record can contain more then one attachment ± each record operation is able to add 
its own attachment so you can for example create a history of error by attached images. 
Sometimes it is more faster and clearer then a detail description of the problem. 
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3 Knowledge Base 
One of main advantages of Supporter Tracker is integrated knowledge base. This chapter 
shows you how to work with the knowledge base and explains you the goal of the 
knowledge base. 

3.1 Knowledge base in detail 
The knowledge base is not a part of the installation. You create it, your team and all your 
co-workers, all users of Support Tracker. The knowledge base exist only if you using 
Support Tracker in a right order; that means that you properly fill all expected fields that 
are presented to you by Support Tracker. Please bear in mind that if you enter you Error 
Description like "Error" it should have some meaning in the present time and maybe to 
your team members, but it has no meaning in the future or to external workers. So 
without proper entering of data the knowledge base would be worthless. 
 
By the time the knowledge base fills itself and it would be the best help for you as you 
can imagine. It is known fact that errors are repeating in a time during the development 
process and in various projects.  
 
The goal of knowledge base is to be the best help resource ever. The easies way, when 
the knowledge base exists, is to ask Support Tracker for help - it will search the 
knowledge base and return a result to you. The knowledge base would speed up your 
development process because you would reuse already existing solution instead of 
creating of new one. 

3.2 Using of Knowledge base 
There are two methods that are accessing the knowledge base: 

1. Similar Errors access method 
2. Search by Key words access method 

3.2.1 Similar  Errors access method 

 
 
On your screen, there is also button called Find Similar (Errors). It is easy to localise it - 
it has a red square rectangle around. By pressing this button a high time-consuming 
operation is started (it depends on the size of knowledge base; that means at them 
amount of error records stored within the database). The system reads a currently 
selected error record and sends it into the Support Tracker engine. Inside, the database 
engine is going through all error records and trying to identify them as similar to input 
error record. There are many internal mechanisms that are responsible for the searching 
process. After all the whole knowledge base is examined and a result is returned. And at 
last the screen previews the result to you. From this point you are able to examine the 
similar error records that has been found. 
 
This process is supported by actual error record - without it you cannot start the engine. 
So, the right process it: 

·  Find an error record by the standard process 
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·  Select it by your selection button (usually the left one) 
·  And then press Similar Errors button 

 
If there were any similar errors present you would see the list of them where the standard 
functionality is available like Error Details and s on. 
 
If there were no similar errors the system would inform you about this fact. In this case 
you have another option - you can try to find them by key words. 
 
 
NOTE: do not forget that only error records that are FIXED or CLOSED are opened 
to the engine. 

3.2.2 Key words access method 

 
Fig.  25 ± Key Words edit box  

 
This is the functionality that is enabled to you through Key Words edit box that is 
usually placed on your screen at the top right corner. By filling of this edit box and 
pressing Search button you start the Similar Errors engine. The system reads a currently 
selected error record and sends it into the Support Tracker engine. Inside, the database 
engine is going through all error records and trying to identify them as similar to input 
error record. There are many internal mechanisms that are responsible for the searching 
process. After all the whole knowledge base is examined and a result is returned. 

3.2.3 Check boxes 

 
Fig.  26 ± Filled Key Words edit box 

 
You should notice that when you enter just a character in the edit box the state of error 
records (check boxed down the screen) changes from whatever to Fixed and they are set 
to read only state; so you cannot change the settings until you remove the last character 
from the Key words edit box. 
 

 
Fig.  27 ± error record state check boxes 

 
The reason for this mechanism is that there is no sense to find through non-fixed /  non-
closed error records because information in there would have no statement value. 
Usually, until the error record is closed it contains just temporary 'in-development' data 
that are entered as non-valuable information for the engine. 
 
 
NOTE: do not forget that only error records that are FIXED or CLOSED are available 
to the engine. 
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4 Support  
If you need some additional information about the company products or you gust get 
confused with the description of some functionality described in here please contact the 
technical support of the company through our web site or through the E-mail: 
 
Company web site:  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 customer registered name and ID 
·  Your system configuration 
·  The error description 
·  Both log files (server & client) 
·  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 always fit your requirements. 
 
With other enquiries please contact the company. 
 
We wish you to have a simple agenda with using of Support Tracker. 
 


